J 



p 

L 

I- 





Gonsumer Learning 



n ^ 


Lccirnin^ Objectives 



1 To un^cfsX^nd the e^irtienta erf 
leaiTiing In thfr context oi »n- 
^Ltfner be’hev^. 

Z Touradwrtind tiehahiitDTdl ItdrCh 
ing, cl 3 S'!^l oandltJanlrYg, andthv 
edei erf sSmiius garrirslrzjrt^ und 
dlKrlmlnatlonTndswBloptn^ and 

br 3 r>di[ig rswprefdijcti. 

'3 Tc^'iMldpiTtondlnsfalirn^intAl eon- 
d^Aitng erfdtha dhjectivsa and 
mtUioda of relnfoncament. 

4 To undenbnd th« role of ob^ 
s«rvatfoJiiar l>Bmjtrig in OOrvuftier 

behavior. 


L EAftNiNG IS applying yeMC bncywtetfge BAd past ejtporianefr t* 
pfcseni dccumstancgi- SuiYisun^, th* JsvBf^actunng conps-'^ 
■lije Note, la global leadwr in ih^ ifnsrtphflne mapket, U5« 

/its HiapeflifieM to oter to its audiahee basn- crtci while tapping 
newer mark^s. Tb.o ads In Figure 5.1. introducing thg two new Galaxy 
products together—Galoxy J^Ot* 3 + Galaxy Gear—are airAod st an asKli- 
giTHX- with a higher standard of iiwng in the.Gutf regfcn. with ihe Implicit 
message that tlie new cionipetitWy prio^d srnaiaphcfia. with highnend 
technology ri art awrfliiblve shjell. b. quite lh« bargint- SernsLit^g olcvrHy 
u;es the message “Deitgn Vouf Life'' in the acFs to Isfl Ih- cuBtomers Chst 
the amartphottie along with the onB-crhi-klnd Gear will help sktetn organiiB 
and mlc 7 a-men?g« atrttost-eweiy aspect of (hetr lisieB.Tlte G«ii, t stfsp-on 
wv4fbbl£ tfevice akin to a wrlstwatch. allowii yoti to slay conneewd even 
while y^U ate sway ftom ihe: phont- Tba hrarnt waotj Ita products to ba 
■ seen as a stylish statu* aynbol allowing ersnaurttets to only be ihair 
thereby malting Samsung Galaxy Note 3 + Gtir an irrtHgrtI part of their 


S To iindenrfand the elMiierit* eF 
Iniomnation precflask^g, iticioditig 
recevlng. storing, and retrieving 
csrtttjntptiori-rBlettd WerTnatlon^ 

To understand pogiiltlvA lavrj' 

Ing P» a frarntwsrfe Tot ofiir-iuma'r 
dc c*iio n ■ ma Id rtg. 

7 To imiiarttand consufner Invflhre- 
molt and pasitve lumingi and 
tliBlr Impact art purehaM decTiloni 
and ihe retwtf'on and recall psf pro¬ 
motional oommunlcatlDrii, 

a Tb undentand how to measure 
the results of cosninur lesmlrig. 


customarV e^ltiMce. 

What rnaiM teaching arwl leSimVrg efferti™? FirS^ students am monj 
likely (o be responsi™ to a kncy/rfedgcabla teacher-in this caw.the teadv 
Ing-laaming proews b gearod iQwatd cocaumers who are aJrmody ramnEar 
with the smEx-tphorto and the cornpSPryy aitd ara willing to try a bolder devical 
Saftai^ ii ^lo to deliver an eFfortivo learning EKpetienta bocause Ms a 
highly depondablo multrUitiGnol, leading workJrjicSi In th* smaiTlphrane cote- i 
gory. Socond, canBumara am moru likofy to leam ftewn rtwHSSges that art ftsn j ■ 
and Bttr-nct attention, JuJt aithay rmpand berLlir to a Vnowledgeahte teadher. i 

Cbniumera notice and b&lief^rQ Samsung"^ aevartiBoriterrtS - kemlng and 
relating to the ottrectwfl measaga that Sanjurung. displays. 

Samsur.g elao utilreoa ropotitlon, the third alemwit of learning, ■which. 

In adtrertislAO, matioi roStOtkig caropoigri's kfry rnaisagB in nvanyforrms 
across tfif-forwit media, FollorinJ} this ptindplo, Samsung strategically 
placed Ita ada highlighting the Galaxy Nota 3 “F Gesr and repeated the 
massagg on various advertising madia using dTiversa visuals and wr^eSiog 
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15fl PABT II ' 1fH! CONSUHfR AS AN iNDIVIDUAl, 

ilifffirwit mariust MgituartU;:, but, lik* (howm h*r«i 

fiir bavlHu iifTia 

Rfl[n<^Bn»nt, whWl Si tba lfin*l itoiABilwt of J^m- 
Ing, involveB rawantr^ tncM who tiy th* nnw prarfu^ 
: Todays auMum*™ aw ladv-Jiwy iiwJ ifipn-ilitA 
■^rtt Ait can nukw lift t*»«' rt th* ilmpliit toiichi Sauv 

" ■ _ ' I k . I. _.. ill -..I.!-.. d.L.^_ 


,WMt thi s P*ft My*) 

|Q tiw phort* ItMlfr ih*y nwartl cfiftiumere with 
InoVWd lurKflioniSiy, twduilM ind a ttch^ogk^ty 
. iNfrtriir tXpwlwttB. _ , 

' hitkt W* dlHuii tht iFviwAi of Iftanjins tud appfy 
> dim to dWtb^ng uiaii^ng ttntfflFn bFuih it grttSr^ 


(jMmliif 4H4«attv« 

.1 1b urtdwTttnd (ha 

•Itmvnb of iMririrg In 
tfi* context of sonoumM 
bBAuwai. 


The Elemeftts' pf Coris«msrleaHm 9 ^ '' ’ 


UtiiilBK ii ite praiti^ brj" wlriet inltvfihiJd. itu pireliw ud iiM»Ptpi^ ]a»wl*dfo 

■ad filiMrientt dn^'lfpSy celaied bcftavtac. CannuBa Iwiiiat it i pr«Mi ilut 

cmjIvU and ciiM(H *t ^apBuiHen acigutra knaWlidje tt™ eaptrienc*, ufcicrvitiei, lod fnlmc- 
linu ^(h Diiifiia uai a^'iy acginred kmwvtodefl iffectt fumt IjAluvkf, ft inatfi* If™ 
sod ofler retleslrt PcipoBicj t* mnAcHag. itraWHi 0Qcfe aa pwlt^Pih pTodiiei cclort, uid pkmbj- 
tioBil mcaMjcj), lo [aamiiVK itttnfit ooneapti ifld maidni dcciiSoni ibmjl pmdwPBj ttnupfct 
ud upauin piwtucu. 

Hi leanlDg ii ddibemil^ Bcugli*, Tlwiij^ oiuch ktrainj a {U^ k ta nx^nBd 

HS a» mullcf iMtKh fM iHfcnpbdcmJ, i p«i( dwl of Itandag is frirJa#nM aoipimdueii^ 
(u wiihoBt Eiw* =EBirt-Ptrf oMciple, im™ iili laiy iarfiiw lenmiASMikt ** iMW 
futtlliat lirand iitine fetCuipd in [fat m'o wJ* ia Fljiii* 'J^l—wfliout kmdoa l^laa ddilwTSEty 
swild, whortai olbtr tda «n wiiit* one and careCuJIy rtid ^ owiaiuiKn wnileniiilBijiif nDjor 
thftses. Leamina conJiKi of fiwr e3em«iti: nuidwa. com, mpcKuet, sad rsluJotwiKHL 


Motivea 

Ifnco^na Cnniij™ JtKHivtt is Uht priTDHT rtjanivfi cd jmrteteTS. who to taanfa consanUS 
bow They cu iiUl ifacij nccdi hy bii;yLng ocniiin pjw3uc(s uk£ bcuda. UcfiSlcd utcdLi Scad to mriiTJlui, 
wblcfa ijjurs IcmiiTif. Fw en»iiip*s, mco and wtuoen who »■«]( to (nit up ycycti ridii^ for Gmai 
uid iTctmiion ire oieirvBjtiKl to EE^m b|J con al>aiu bil^ rxUog and pmcttoc . T]¥? ^odc 
iHfwnKlim cOortnong (ha prisce, tfiiSLt}^ md thiix^tEriiiidi orhlcjclej ud laara whkh bicyclM wc 
[fat beat forth; kind irf rjding (hsi liiey do. Tbcy will also rcid any arttlci in tfitir JocaJ oeart^^ers 
■boui fakyctc traili Bod Beck oolint imftnna'tian abtiiL ''arrive vacauau" that uiunlvc hikiiif or bit-' 
ing. CtartMiriy, lodiviinais wlto an not inlerested in bfltE riding m liltfiaif m igpoie t£l la^xmitni 
related to dial activjLy. The degUE of rdevuce, oe "iuvicilveaiKEri," dctcnniiiM Che cmnEwr^ ^wl of 
otoJvailoD to standi for iuEdanutira] thnutapiodiiaar and, polcobally, cogifcii kcniitt 

CU69 

Cu4 Bza diautli thai dkaet notivatod hahniQr. An BEfvcrtiacTDcnt ibr an eicAit trip tfm indiidAi bikn 
TidioB thay seme m a circ for bike ridert, whft inay neddenly "iMtoipiuai’' fhrit iM "ws/T ■ Yi«tfcift, 
Tilt «l is the cue (or Btiitiulua) dui Loggeita a ^Kciilie -way n ndlly a etUeau notSva. h nuAtiing, 
pdea, ■cytlng, packaging, idvccditing, and dton dlap^aya tne etleB tfuigned to pertuade cwimoft u 
toLIiU chi^TVtoda byboyim ipccjnc ptoduoi. 

OoEycuu tfiajl are «]iiMii(i«it wJ(h eaDsutoEmpwlatiwii can ddto TbM, wWeats 

muat pfovJda coaa thM ndt^ ihau uptctulooi. I%c tatamplja, cwisuinin wffvii dcugocr ehttiM 
to fat eKpeAtlre tod to be add in ippteilB tetai] tiWM. Tboa. h|gfa.ffajl^OQ daiigaflia abouild ±eiU iih*iir 
dotfau Ptily [htoj|t] Excluilrfl itom ud advBrii» ody b tijiMbte fuhtOo cugidaDee. Endi u{Hct ot 
ttto mdeerinj mbi jnuil calnfoict Om ighan if n« an to bocom itunuU Ibtt gukto emsuDar Kltoni 
b tbe dlncdDa tfaa mnilosHr dstlw. 


Rfl^ponacB t 

b the cotvtoat of iBunljig, n^iiM li in indLvIdu*]'^ nacticfi to a ttaivo nr »!£, Lavdng nn weiir 
'DVii«i whan nipeciei tre noi pvart The tutomofalEt touufhctorer dut peOiH4m cocialatieni toes hr n 
GoruiimBr miy m dwiyi iiiECflfld b iilniuliiltil t porcWo, How™^1(f the itwtohjcwEwiWSwdi 
h timing ■ fivpiibla JtoBge of b partiEulu aobmedti niDdeL In [he emsumer^ mind, it it likely Dm 
the eoniimcr will conjldw thit rnBka or model V^hen he dr atw la ready to buy i car. 
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CHAPTEI15 ' CotJSUMfdLEflRMine 151 

A jvdficiiud b not tiad to i seed Id a fulikiiL ludud, u Baud b CliA|ieEf 13, i. Dciid or 

motlra may ovQke ■ 'wtiDle i4nely dI lupooKf. Rtr sumfildr iIiek hv msor tp rupnid to Ibt 
tM pby^ul autdie 'beddet ridlDj Cvcf pnmda khh dlfudcn, but Him at nuiiy' 

oues KHOpudllJ for Cl« OOntmHC'f HCkDdOQ. Wllkb r^ipoaid dlt mrj mne r inalei ifcpQ^ bwHy, 

OQ pn^OPt lunloa; Hut, b tura, depaodf pt' bQW jHrvigpl, crlitcd reipoiups. Iuvid bpop {Eiafbifiad, 

Reinforcement - 

Ibbfi?n«ni«f]t it >bt raword—il>a pluivre^ tnjo^ioni'b ud bcBcGta—Hul tiwvioa jwdva ' 

after buytag and. uiiDj a. prodiKt or betvIoc. Rar ifac muioH, IJk tballmjc a to cootiiiyc Id pCDvids 
BonamiHra Witt ui dii|;0ijl(|i pcjdldvti JHOdtKE oi tbiii rctiL^ifdDf puictwi. To Hha^ 

if a peracot visLU a njtaiiTafit fb* Ibe firsl timft lik^a Hid fppd, ktvkc, ud *iwt *tm 

^«k be or «te Troelvrd value for the imu^ paid, (hit euitomer wiaa rddAwti^ auf k IS»ly to jfi»^ at 
|ifc£tuiiui[ if tbsi patracm beCDOtu a M^lur PuHdinef, the rutuioDt'i awiMi cboiU (VutW 
rdiifoioc. the coodDiiAd patnoa^eby, for fitampic; EIv1s| iks Ckltcmer a tro diiiik and 

Ibe Ijy DRine upda mml. Of wuree, (te qfjuhty of (to food odJ len/icz mnFf be 
mjT^iairtf H u they tjf ttd tey eloftWDC! reiiifivdiig tha foeDamer't eoniiiiiipd vioia. Id coaiMt, if a 
patna leavna a icEtoui^ diaoppolated wiih the quality of tbe food or tbe a«vke «r feeb off,'" 
niafof«[iKD(t tu not ocorred. fi«iuse of Ifae ritfiODce of RdnfonenKot it u oniUkBiy itai Hit 
DiiatQiliEir wit vjjit the [Eitaapant u^n, 

Flsoie 5^ apfilki ihc four cIctncDta of Cuming to Fiooter & Gamblf'i imraducduief RkiEtc, 
a ipiray duE d^inBixs 1ia[l foidb. Ttie Ejual ifto^Daiei the cffEiit? of iiiitiil pociiioelDt 

wbiioh dkf Bcf fblicw die prindpLei Df Gaining; ibe ptoduot did poorly. When ibepnitliEt'niiiTEiKai- 
tiooed ID ■ mnoDcr GOQsintenil with Hue pducipljes of Lumiitg, il sold ouct belicD^ 

Tbw i$ DO eanjle, kiDliver«aj djecfy of howpacgidc. I«ani. ^TOadly^ Itoeaic two mofUi of Ieoid- ■ 
iDg: betaviorai eDdi capiitivc. we deanrilK thforiea ofid dieLt ipptiudtw m ccvxuim- 
bdinvior. Afterwards, we eapinin how coDsumerS stoic, tUuo, and lotiKve informalrai], oogaibive 
l earning anil iww kramLng is Enu±uie± 


('loduct iit&QdiKdon 
cjojittaEliicted the four 
eubinan (e of l^bitriing 



rais^l^d 


'■.W 

','H.iili.-i l-t nili If i' ■ 
,l',ii,,'^f V.HrHl 
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1H PART II - ■me TOMSUMEfl. A« IHOIVJPUfll 


Classical Conditioning 


Lumlnc {lli4»cKv» 

3 la toidBtTtand bdvDv'In'Bl 
iMiinln^i dau^ cond*- 
Spnlpgs, inrf'tha udoi of 
Btiifnului gMVHafiutJan 
''xfTicf dfioildiEriaitjon In da- 
' valpping and tfr^mdlng 
naw pp^clt V. • 


bdu^ioral iHisint i* Mruedicct ralbcr^ tc u sttnuiliiB-nfipniue lattulux bccziue it it httad « 
rti*. pmuLie oba^aUe En ^eclAe ramiul idntulI.DpiBl ibn IesiiiIiie haa latai plaoe. 

BE^vionil karainf ia oqnccnisd wUh tba potest of taantiv^ but riilw widi rba uiptfij juid oifT- 

Ctvuj-afisinilllgitbitlatiatfie a^lili thU^f^iuncrl tdcnbori] Eha errvirQaiDaA Hid tibc dbKTvab 

^^djtyicut itflt leaiik Huh farmt bf IktuldonKL kmini wifb fucnl'ic1rv<iK3e tn niartcdng bic cIh^ 
ikfll i^n njtirihrtli^ EnatTuitHBifli (nr opoinjl) caadilkKilDS, Bnd, otwcn^Doai Cor modcliaB;} leamlBt 
r|nTT<i--l' cuaiUdniJiig it v3ew«l u ■ "kiKC-Juk” (or lUtomatJc} ie^oh: itat laiildt Ounu^ 
repooted Hpgwrt'.iiiad reinr««CBflflii. Ear luatafiEOv ]f Haadt Maapli^cin Inio da lui np=a- 
tl^ i^da boota^ ^ la Ura la hiy i p&i af tnukien. If bc vta 2 P^b ad 

ii) a. will immicdialicG^ ncriJ bil tnidii' tOxnpliiiKDfti uid fbcl good himi rif 

ud lu$ pniv piKiibiM^ Iv^ fa^lav. a ItiuEsJaa pfai^lokipA, developed tlie Eoastft af eliuia^ aao- 
dci ™inj. PdvIov maintMineiA i|iii caodicijaBed lumB^ hcbuIu wbu a ftiaujhu Ihal it paqird willi 
ouatber atmilkiE that diEits a tajowo luponSe prodiKef iba auiqe rttpinte ^ni D»d djw. FivIot 
dema'nH^oud whdi |ia meaiiit by "raadidooEd kaniiji^ la hia Untdlea witt doja. Gcnedcallf, dcgi 
ue bmijiy nnd bi^Cy nWtLvacad tn euL fa Us £!c.|ierini£D:tB, Pavlav aoiiadad a bell iqd dm 

immadjaialy applied a jneoi paau to (be dop.' tEo^ra, cnateil Lhom m tdivoCCr After 1 Biiiiiber 

of euch pairinEt, ibe dogi reipdiuled (be aaieic way—Ifiai if, (bey SBliviiicd^-lo Qw bell alou at Ibey 
did (D (he mtit pule. 

lyini Parlav'a Ibaacy id famom bebaTior, eoiiHibr die fgKnwiaf tLcuatiefi: Kveial y wr 

dialog Jij^''sclKid^ ygw alviyr wxulied yoltf livaille TV altooia—wblt^ bc^ru witfa. Ibe ibin/i 
mHMDiil tbeme—wiiJi yoar beat ftieiid and cv«y Hjlii rt IrW pjo, Tben yoi^ Mnd ymirbei* Irisnd 
waol ta iILEEcmeii nDqiu. After yau seoled down in your aew docm, at 7M p.nL you turned do tfac 
TV to wnb^tl yigur fxvoiite aileuri] Bpd tlie sbnw^r niatics] dtatiE aame an. You iminrdnHrlj dunuld 
abokjl yoiu friend and felt and aboiri v^efaitig the shot// iIdik. Feebc^ ud ‘wheo. yoo ibinV dwut 
a bftji IfegAnd ftwb vdiatn you aia naw ^pnratnd It a nabjnl. huoi^ na^aiue and it [haiafaee an 
orMndi Sorted stimnlaa Q.e,, 2 ttiraniiii tbat mairt naiurtJty pi -response (n given cireumstBuces}. 
FiirtbomaR, before you. (jnned wBtc'lur.g ilie uDcqdi vridi youi friend every elih^ dia abaw'a nuutDal 
diEfne i¥as n peuira] siirnulut stiai tiidiEil neiEhartchavifir noe any foelicigs, Ldteron. wtiik wjurfiipj 
tfie lilooiQ Bf«ie, duo Hnie aiiside (lingered a pnliculiir jetponse—feeling ud—to b bat bearme ■ 
caudiltiMLfeit tdmuiua (i.a., i iiLmilat ibiE beeame attodalsd -udih a paiiigblir event -or reding aj. a ib< 
nlL of lepedlKti}- FEehm. sad wheneveryoo bear die Fniisio is b condltLonod response (k.ev. a ttspofise 
ta coadidonad sdimiloaX The iDmslc crl^gered s^djiest bocanta af iba mis of cEpedtljuai in (Ik pitiecu 
of cpndjcjgning. You heard chc fime irmsio nl diemc while wBtchinj TV with your friend fw yeniSi »th 3 
afways si tbe BBine doK^ if you had dane to ocly aoeasiaitally. ibe musk would lioi hnva iiifi£Bi»d sad- 
neu. FrgoTE ^ J depkts Favigv'; modeL and in BinilgEgas «unp1e of dBssical ooDdkniuiig. 

Hu stTBtegio applicBtioet of clasBleal ecddldanlns ta (k^utumer fadisvlM' aa« astoriatin Icaiu- 
ing, icpetidbflr flunoUa ^enexatizatiosi, and sdirjjLus dUerinunatioEi. 


FLQURE £.3A Chuied 

CgndUDouiog 


AFTER REPEATm IVlIRIUQS^ 


SlIlVBtiW 
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Asaocifidve LeamiRg 

CoMAUpciruy bduvloral scleuCiaCa view ctWpC4l u lundi^ af uiocialf^w juncnij 

evesla ±at eitibk coDsiinKn elfAtt odd £Dtkipi4c cveoia. RjtltKr Ihao 'bnog a nefljcaun Kdon. 
ihii is Kfs » cOAtildFe BssitdatlTe lesmliig—ool Oit k^^uLdebe of now nefbua, bui ili^ s:^inttAi 
at Hw kiwwlfedgc aJbout the wocU. viAu^odnt, Hk cwmsmici ta bb mfoniudiciQ suIdh iriu 

UBCf logKii mid. pemimjj) cd^ikMia Hdoiif evEatx, dciag ividi luS cr her Own jnwnxeptioiii^ In fam 
AnfiblsdiCBud RfiFEacutHitiDi] of the woridi. 

The Role of Repetition 

Id id^ttUiDg, r«fHlitiO(it is [he key Id facmitig Hsnicjgfis ^twoen bnnds and tidfUluieM of ottM. 

cxuniilt, hivijig a hcattli;^ mouth >nd eo«I oni }i;ygtenc ue- a huioan ii&c.d (i.c.. unuuidiUDiKd 
$tiinii]yt). which ntaav Donsumjeji aEsocialc with itc wqrf Xren''^Tvyl fecEaiiic aiict jowc tfaflo 
50 ycsij. of j^ETin'vf and uiUDimtahk odi, upon bcaiiag or aocLag UIe Jianif “OeatT ho- 

Evtneri Uitnlc a jsnoiium ptDduct for hmpjgg Iheir nweith atid teeth healthy atud pe^edscl (Vooi ba^ 
r^ft* discasos, and delEitDraliDAi Crest is a coialiiionai jiimului aud ibe ccmsitnusn' oasDciaiiDOi ue 
cendition^rtfpcnjei. FitiiKniiure, coDsiuDcta aaacoiato Crest with ecdioe of veisioiis of tw4t^i4a±, 
oacrtliliniilMa. welh wbi^niDg, ElosEiojK md 1*1541111 jintuia pnadiKLs, ill mirhciBdl unbe ihc Creat 
bniKf Dime. &5th the toudLiiufUid sdrauliue aitd Ok icapoDso arc ccseilti of bcuiDg or leeiaf 
i^vmiteinciLls agaia sod a^o—in other w«da»repeti>t>¥Ljr. 

Repetition inoreasea the ahengih vf ihti a^scejatioa bocwsiea two stlinnli aad eTowi dowa 
forgettiDg tliif ponati^Otir fiowovar, the asuHmt of repetitioD Ibit aida letcatiwa is libthatL Al¬ 
though repetitlQD beyoiul wbat is □ceesaaiy fhr Ihc ioitUl aids HtobliDD. al eobw poiaC 

an iodavidual he>eomeS saiisKd with jnuMEOoa upDsurea, atiid both ifleoliQii aad Mieflibd de- 
cJjDe. Th£i |e failed advirllaing wiar^ul, and rnathetan rathioe It bj.tiscDg difiemit 
adi expresaiDg tbc &!□» ineaafgt; dr ids^tiiabg ihcmBa, as. illnstratcd by the two Freib .Siep 
idf En PIguro fA (aJitiiMgll tha furoLtiue iDdiEitc Ebal title adl ter^t iliffhrui AociocoDiioaiiic 
poupil- Aa anatJier raanipl*, HSBC poiitaOtit lcjbII u "di* world'a IdciI bmfc," An idv«rtiS' 
Inj eampaisn. enLiiied "'Dlifertiii Vbluct." otHaaLVted of abool 3(1 a4r Hnterhd Oh tha ibaiH ifait 
^differcai valuea make Ifio world i tifher plact" Tba ada illuEtntad that ODc'a point of vieVr it 
uibjmtlvo and raflael^ ona'i valtiai uid, thonron, Ihe sanib object can havb tllCfBWVt lOftanlDia 
dependiog on oise’a cuEtura ud viowpcIhL. Tha rutuiad objaela vuiad, although the ooitnl 
Ibetne romjEnnd. thn tima. For atcainplB, 1 coDtoine? of pilla (thn ohjoct picturod in ooe of the vda) 
may repreienl "pnVentlOh" (o.g., vEtimItttJ, \vn'' (e.g^ aDtlbJoilci)^ OT ‘iblCSpei'' illegal 
lobatinoea). 

AldtoifghaU ulvecij»rt OK petition Id toiag toumb oonshrum, BotovnyoiK itgicc: oa how 
much repettlkiii la enough. Satna jnuloeliiig ichrDlir] bdinvq (hat Joe^ thisa otpcatiras iQ m advertise- 
mam ate jasded; One- to maloe COntUiDora oivarv uf ths'prndu^t. • aesoDd to ahow coDsuriKn the 
nrlmuKf of the product, and a ihlrd tg ilwn of lEl beneClsj. This uposure paCtiena ia ulbed the 

ItuTHJib dteof}'., OlhemaewclicTi atjjgmt ±u u mtiiy le 11 to 13 Kpeiitigns.arE needed ig icIiievE 
die duet objeedvea. Ond study Indlgued tbst wnalJ idvertiaements that EDnsumers found rcLevairi io- 
tl'jfBced IbElr Laa^nJng ami attinudEa imieh imre chan |ha number cf expoaiucE.^ 
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fIGUBE 5.4 ThcSBraeAdvEitiHrifi MiHHBt ElpJieascd DLtfmml}; 


Stimulus GeneralkEitiDn 

Accordtni f^^ndlzItiaLni it|E^si3, kvnitxe ckpaida Mt □n ])'qd rEp=[iEi£ia InL Also □□ iodl' 

viduJi' dbiljLjr b ‘'fCDcriirE?,'' Pavbv bund., br exampb, [beca dogcLmU JurnbsiliTSItiicMfinlT 
tp tli£ Bnu[ML dF 1.1>;11, tjU-l Jbo ED jilllLbl SOiiuiSS liji± 3J juLjjlLnj fcEj'j vc ^oioip Kmpondinji |1 k same 
lo liiTcrcac EhniLiU ii caQiad jiLmiiliis gEfiir^SollD^i 

Sliiauliu gbDDrdizsdLiB E.i?aQE mlktlvc nic-tc« piDcbicts: auccndl in ibn jna^t- 

placflL CdotumexL CKMifiit# tbetn «ddi th« origias] pnodu(;t they hrK e««a Advirtl^fid. Il nkn 
pEnicu why nuwji^KtuntiE of priVK*-iabe] bnnds ny to mloe [Juir HcistJy cuuntide ibu 

of LIk naJLODil bcxud leadjen. TbtT axe bajiubg rhii can^iubera wJU CKnFiue Lhclr ptckiEc; wEb Um 
I mUng bfaixt and buy IliEirprwItiEE rathcir lEinn i|ie. ludlnf hmcid. 

TIibce Big bur HiitE^^tpfliudicir^s cf slanwbs fEiifi.TAlit>iiQ(i b bmibdim ■□d.miiDH^EPRHl- 
oEt Unci: pipiJv^t lioc produH Jvmi csLkbsEwti, fniniiy brandljigi uid llic^iialiig.’ 

ProdLmt Lira EKtenj-ions 

Pr«duct Unt E^kiulona are idditioiiir of itemi k la eatilEislied bnnd^ tbcac u? ILItsly 
tp be ddopCEd hfcnuiD thsy coiik under « knemi ind CrujlKl hinnd dheik/ For eoiuiapljc. whu 
^gniEHi to pEia^i [iiijd upon «Ednf Ihe V3 f^niboltThe mu^t tlkiet^ Baai»«r is o small cuu pf ve^- 
jiika fbL4 vin vEadinE^KhtDea and convetiience stuu ud LergEr fabulE? of cI^e 
aold ta lupemwfcfils. Muf esnanmen tMocJilje drlnklfi^ vt^ti^bb JuLce bqJ eBiiog vg^ubka 
wich CDauuniuE viUmins, anuoxidoiits, «[id ejorns baeating tbt irnmuiiE aysttni. 

WMJc moEt coDEUiBcre utodeie VS wiili ve^iEiDblEJ!,, urii£ii:qLTyk tJie? dLd not astodau joiipi. 
with VBl Wby dk. ComphelL'* (wlikh owruyS^K "irUcrfetc" ^idi'cuHiEunicrs' Ibng.Esdbtisbed cgg- 
oStlobs bf inLtcdoEibt ibe loapi fututied Ln Ftgiitc EooIl diuc cuiaimbed bgtfjiht VJ vcgciHJbLe 
joL-ce. thoj^ wt£E ■"xEwixJtd" bnaijso ihcjuba (osisd gixii! artd diey wcrE-ptynsonung. i hjtdthy ptod- 
ucL Whoa DEW pnjdgcii HjrjJog ms Vfl breqd [vpmew? edvertiMi Mrisumcri Eic lilely iti asauti^ 
BtE th-Ei w:th Iha nuny, prior cEw»rdL[ig ei^En;QE«E trf CODHtlUbg V! vegClitlE jui«, includma 


Scanned by CamScanner 


.' (Ltfl A JcifiArJ TAr C 3 iiyH 











ft sv 

m 




FIOUR^ 5.5 A PioifiiCcLillE EileniiM-VH Soupi 


Ihc pefiMTOd Ivesltli benefits tjiai a« eJm cort oi tiis brand, tn kanuoi (fiimf, maiiuDiira "iD ■ET^J' 
vvliat tbcT slrtady Joww obam VB to its new jmsdutt hid prtibably Crif flit Tie* Llisin. Tbt KCcjuaoii of 
the VB Uat to other pwliJctE is also a fom of family beading, wtsdeh ajaaista of martnln* difereni 

products uinJBr dtt saine brawl ciflfiic. _ 

Thi twoMr. Cfcarti pfoifiict aben™ In Ei^Mre irt txamplta trfN« Ktenswirt iiinfer* mwrf 
SUM thathM been tbist relkrrinPt the ISSOsand ct^reaenteflb^* ™s«>t 
slKMi^ letiidou!. competcri, AfpEodablc, uad fiifi&dly ''pcsaon“ (swEpae^S-SJ- 


Pwduct Fchtti Extensions 


Offerins iht tacat product in i difftraat fomi Imt uniltr ibe iMttt Tauid a i praduct fbnn cxtHutort. 
Forejijmplc, Lititrbfl, a iiiCTi(ii™ih tn the fomi onKuid uhI t leuiipa hand. EomriuceJ linriiiac 
PockuPacki—a aolid f«nl of ln producl (is* Flpirt 5.7). CttirtH Bltacli^-raic ef the most recog* 
iiiKd bmid ainaefl uuuiij clothing e*ri pfodusts—faM h«ii lold onty « ■ Jiqffl*'* inflwJcit* 

TioB nsHiy decade*; Mdbit upofi flw bnu»i'i uruvenal recegnitioa u t qu^ty pnxtuct, flit conpAny 
introduABd Bicach €eL 

FamiV Bj-endfng ^ 

Anoflitr stnitty d^Kunltig fnn Etfm.t]tiL] gEntnlizidoa U fuuliy brudhit whidi crauists of raUr'^ 
IcEling different prodiKla umdtr flitsMiie brand nusa. tiunple. CunpfccU’s, BitpnBlly * iMdrata 
of lOMQiS, cqqtiqiut in add. new fond producu to iia pvaduct line under the CunpbeD'a htanil nuntt 
iiKh u chuid^, HHMlwised., kids, and Jower sodium sogpi; fro^ toeels nuned Cijnpbell't Super 


BtOtEi; ind totnaie JiJu, 
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LFcADHrig 

1 j cantrtctuallj' allowiDi a wcD-tnown brvtA. 
iiHiK to bfl iffisirf 10 a* pxJi«* 

Tbc Tiwff^ of deiiiP"*. JiumufnfitLiiim. ccfehritiev n*po- 

jjiflcaia; Mid eii*w«iaK Bdadied, &»■*£» 

a.=., “rented .rtuO lo • ^ p^lucli. o^Uhe the S- 

CHUBB* u listaBl jBiwgjilrion ^nd implied quality 

foriiip JlceasMl pcmUicla. Smnc iiuMssfiil UsHut^ id^u^ 

. LbOBbgimfT-dDaHiy UilfiBef, CJ'ria Hdp, ™3 Chdatim 
ffbwe nareti “ cw=pd(Mfli^ mi dcwl dy 

of pnadLcts. &Cnfi eliMls to fJiu« *ml to paftEut 

OtoToraU™* Jm liMoic flidif tmnie* ^ 

•iQ mwletert of icliied pio*im- For cme^'Ie,' Oodiva 

cbMolalM Utoiacd ilf same tqijwr- C«- 

■ppmlfltti risp Uiaflfie llirir namca iinf lOp^ pnrdy 
ptootorionil purptwes: For erimplo, flic pluMc “Alwafya 
Coca-CoU" ia priiiltod □□ elodiiiij, toy*, cof&e rang*, ami 
];Lrt ntnne cf ivhlicJi arB made by Coq-Oi^aL. 

TliE pnunber of dlfftient ptoduru affllLilmJ wiih a^«ji 

_oripimtliig in lino and fend eilMuiijaia, buuily 

hrewiins. ^ Ikeniing—will ttcnfifluai ti» trt**! nansc, 
long u ibe Tiraad’* niwner «ian=i that ihc mfditiciit sre. 
of htub quili^ and CMiEastem with toe lumaid'i Mid 
fHasatimna- f^iUire u: *j» will pcsalivdy affoci misiunH- 
smJ evaLiiUjoiio of dU the tiand'a pfodlKtJ. Ou* 
jmly iftowiMl (hat luaflib Oi»f ifiebits diww ffoiicia are 
likely to gffet mare sLiccetafijl brand escmuians Han tandi 
that iadudr. iindlM praduds. Th* anidjf aUo njrLfinntd that 
consomcri' reaclient lo the btraito'i dcmBiMit arciircdely 
ralarof 10 Hie dlitliiH beoeliii iliiSE iKcns 


FIGURE 5.6 Mr.Ciean'iPMdiiclUneEidKaEtona 


^ Stimulus DiscrinllTiatipn and 
Product Diffei^tiation 

Line EKDCnitomi , 

Stfanulu* dbserlniliuiUEiD. Gie oppoEJie of itnmilua geo- 

tralLzarton, i; ih* selection of * sperific afliniiliH fcMU 
auKinj tliflUar sdnujld. Tb^ ecM objective of pdiiflaoiiig (we Chapito 2) Ja to "HeKh” ctiJiaiLiwra !□ 
diacrimiiwtc tctiHstinpjlstO itdccie iuuilaf produtts^Le^ slinilEr stimuli) mad form a iMuipc LruBgc 
foe a Iwand in flusb idmla. Therefore, die objective of Trirtaiars' poisuaalve ineHeBei is 
B hranJ"* unique benefits effectivaly amd difforenUaic it from cnpipetltioii. UnJifes the niBifcaH** of 
beand* known u -liaitftots’'—whic* an ofttn obmire ui snore hmoife—wiKi Stop* flial whuhim 
wiL "gcoeraliw'' by ounfuiiqB. btmds wlih weGFpewtiooed tiiEa, nuket Icndert' □batKivcie 
to ooDvirtet ind euibb cotButneri to clearly distljiguiih ^of flisednuDete) berwoeo iihcu' piidctcli 
and ttie. inulaton. 

Most ptotfum diffetentiailan atrarepes mc deelfipeiJ to todupiUi» peoduclor brind fcoto foat 
of OM^xlltori an Oiebaaii of m «Kbiute (bat is telerant, matnirvgful, uid viluahta to cooMiiBri, H 
is idwiyi dlfCcott id unseat sbmnd IcbiIec once atunaihis distiimiMllHiliifl Dccuired- Oil* u.plani- 
tiun is ibat the Isaifer is iLnjflUy first ID tliB piLLrltMHid Ilia bed itoo(=r pttfod lo ‘Tseacb" mmsiiHieji 
tdiioujii ndwrtiiinj uhI leUbiB) id view (be brnd na ilie beat jfiMBative wijfim i ftiirtiii, peoduef 
cilegory,. Apple ii a- pronunenl Ejititiipla of diffbccDlintiiiB * podiiu. Its tatly ids uplKilty itiised (hit 
Appta^i imH^udve pcoduets represeri * dlstiocdvo lod eMnordinary wiy nf ibJufddig. Tbeac kda' (a^ 
line waB "Ttilnt DifforenC" uhI (bey briltiuitly cuurtyad shli nolirai hf fcitotinj finKun feBwfoJ. 
mch Ai Albert Ebialdn and Jim Hjenaou, wbo flKHigtiE '‘OutaidC (ho booc'' at4 ooh up whb idus that 
ebinged flio world- / 

CluiioJ CDiidilscdiii l£ie«y uodnplof muty wiyt of ionumciiil coftjutna iKhiVlDr (hcougb 
RpedtloD, alimylua BeaeridizitiDn. lod rHouiLua diacriniinatiou. How^v^q iltbuKgti i greit dsil uf 
eoflsumiGr hetia^iar It abipod by repeaud adsearejilaB mtsaiBBU KKaaing tba oolqua Mttlbutea of vaii- 
OotbetJidt, eonaum&f altobuy (be njne bnnda RpeitodlybKiuse they are eOntitouiusly reworded. 
Tbe iul4 uf relnfofpeniense (or lovajdj) In abiplng leimlDB i* discussed ness. 
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FIGURE 5.^ A Prjduni FonnEKUHisiod; Qocdi BleKliGtJ 


Instrumental Conditioning 


3 Ts understand Irutiufnfln- 
tsi oinditJQnlng and tha 
objanrw Md mathodi at 
nelnfonoemanL 


Ifdlrumenlal (Ofuddtianins (i^ ctradWonliiE} u biSti on tia ttotHit duE loansnt ucibs 

EhiDugln t trial-nud^nTf pnK**!, with habjls fwiresd u i iwalt of rewiris tot^wd fct eatado ic- 
Of bchivloH. LIIk cloukal condri|oiuO£, liutrumciitri cmdiEjcniiiS rtOiiifta • fiat teiwEDi 
a ftiniiilui and a rejpf>T) 30 . Hcrwpfef, In iosliDiiiJFnitat coitdittonitif, iIh stimtius OiU ttiuju in llie 
niMt iHWBidcd lEiporue b die Biie ihst i* Cwncd- Fof-taamplCi after visitiin ttofei. eotuttintfi tmw 
wlildi iffiiii cafTj- the type of cloEhinj they prefer al priees they tan tflhfd to poy. Once (hey fipd 
a itw fht liuTieJ iHodiE(i| that fnub their n«^. dioy era lUcely ■□ patnuLic rt to ific uckiSiom 
odie* lEona. Every iLrei they putcEiiae s itvlrt of s awcalm there that tliny iwUy Lite, ibeht rto« loyalty 
If itwlrded (ittinftiiCed), UVd (hoy are likaly [d hocome te^4M CUtCOOHn. 

The Amedean payeboloilaE B. K SUnnH cotwnicied tho mKlel of lautnuiMiDtaiL G«xlitknjD|. 
AEEOidiqg to Sdniier, iddII leasrdrii ocetirt ta oavEKiiuiiieiita wtme Individuals an “^cwiatWf" fbr 
{bwilni HO apprepiiaCB bohaviur. la eaDiuimr bOhavitiC umi, iDUniHnud CO&diQcniO} SUjS^tj 
diat DonPunKtl lom by tneinl of » ut«t-*nd-emf pfouti it\ wjilch ioih pimluse bdiavjors resialt 
In more ^voiablft coiuoniH (Le^ canards^ tbaa Dfhcni A ravorehla axparlatvce la tke IfUCrumertr of 
taichinfdieiodivkfuil Ed ia{wat aspadflcbalHvioL 

Lilde Pavlov, Skicmer developed hli loodet of leimjai by wockrog with animals. Small aniiikBls. 
such ai rata and wen placed Itl htt "SIdlUIH box.'^ If (bey hehIVttt i£ Stiimer desired—s j:b 

li prersing a paitkular lever or p«ting l«y>-}w ftwuded thein with ftnd pcllnta. Sldiiiicr and hds 
many adbacents have done Kmaclng thJn^ with ihLi laareing liuadel, includjng IcaebLag pigeons In 
play piag-poDg and ewo [odanec. bi a [Tiir&Etbig nontieju, dm cotlHImer who dies severi] btwds and 
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figure 5.3 AMabLoT 

lo^mimeutBl Cfwltinndfif 



Sl^cl jtflna brfwe [hat &U h« figure <j.e-, tBloftireenieiit) b» enfiiH 

mtnld Learning. PteMunflWr.lte brend tlml fitibcaialftp aiicwiEctratkw W Wj^TlriaiBod^ 
nianiiDEDtfll oOurtiEiMilBg ii prEtealeii in 3.S. 


Reinforcing Behavior 

SltioMf dtPlingmshKt twtwesi lwo lyp^ of ninforaccEcnt iltat influerKi: (fie Mh«d ihai > re- 
spofue »in be rtpeeted. Tlie first type. posJlJ™ TEinrort^fint, rewards a pti^Ut bduvioc asd 
duia slraijihErLi the LloeliEiCrtd of a ipccifLC fcsponse during the same or aniiUr jitiBODo. For a- 
ampler i ttuld recEiveE iM cream wfim passing ajt i« creupt stand mid receipt plftnaiBe frooi mi- 
[Jig it, Tlseo. whenever he paasca fiy (he stand he aati for ice ireariL Nsgalive rtlnlorcciiKnl is ibe 
rwnot^L of aji rnipleasant stnnuliti and It strengjlhMiJ iht llloslihood of a givEn rtsponse dwrin* *e 
Mme ot similar drojufliaiancei. far eiBroplc. a child has a oo3d and aim liateS swallowing ^ H=r 
mnflit# conviTicea her (o (akt Advil and her ootd sycupwims go away (ia, ihft ODpteasant aiiniitiB h 
fWBQvedJ. Nej[[ Liiflc she baa a CohJ, most lUody (he lid wUl readily agree Co swaUcw a ^ rnght 
ewi ask speeificirlly f« an Advil. Therwfort. roarkieitri of headache remodie* use flcgatiw f«t*pQ«re- 
jnaii when they j|liii(rBte tfic wnplesuant syiDptomt of ae uimdicvwl kidacha, as do raaefcefm of 
iMuthwiah when they sliaw the Lowtincss SiiiTcted by aaiuEOEie vdCi bad breath, in pp* of theae 
oaaca, (he njnSOintr ii HUMwnged to avoid (he netadvc Donaccpiciicei nd renwvc dlft tmpfcisiiiE 
idmslus by buying iho advettlied prodiicL 

Either poittlVB or oegalive rsiflfwcemjHift clb be uacd to cbOit a (teslred raspoDse, However^ do§a- 
dK rearfonetiieotiJioold nottfl HMLftised wilti puAlthmint^ wtikh is dosigrarf to hd^ 

iWr Fof wample, riecEiriiig a tpeodlitg ticket luid having la iny a flpo {s no! negilrve: rtioftifooinciit; ^ 
it e fern of puniihniejTt de4i$^d to diacCmraaa hilini: SpewHd*. But what rartSlthiccs >!iniaiiiEBnr 
U Par cstaiiipLe, h drfw can pEionva (ha flrw ns “peyJoi" for a b«l behaidor end ocortiniie 
■pudingi ihii imllviiml apparcotiy beltevai that etdt time liQ apeods be vdll ItBWely baw to pay Irx 
lili btdbehavkit Tluvafina, In itUidon to piylng fiwi, Jpaediog driron iMtve ■‘pofliils’'cm their H- 
centtl Hid ean lo*e chatr ddldrj ii|htl i^Jxi the apportunittoa lo apoH^ if they speed Cco many tunes.. 
In a fraqueatly eited iCudy, rtieardhnn diSMVired Hut when a diy tirfi CMtttr stwtod "pniiidiiLii^ 
parenti wbo pidoed hp ihi^r tide late by charglnj. tftom about W, lets pfctajps idmHy bunuMd, 
bccBuiE puentt rlBwed thaflao ■■ the pflM (b: bejog nody.^ Hue ^ynitJuniaf' WWl^y taglijiiiiKd 
bein| ]ato aqd afiMunagcithe bdlivLcT It wu daalsnbd to IfisHa. 

/ 

Extinction and Formatting ^ 

ExtiBctioa oocun wtieo a hltofri retpome is nalaii|ar celbfoiced aod thtUril: between the stimolus 
and (ha npeotod reward bRtiti ^own. When coDsuineR beceme unsailiAed wldi a teridee fe.gn, at a 
TEStaunnC), (he link Vetwaeo the abmuLiu the restaurtbt) and expected satisf^cion is nO longer 
TcinfoTCed sod ibe egnsutnen wwt' L come haclL fiehavior that i$ h9l rtiafotoed beCciDES. "unLeanied." 
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tfali dK« li . diift«Q« cxiiflfiti® *Adf«S=fliop- Dio«» 

1«IS lio>. .Emply miKli DBrd «>«ijay b^. 

SlS'^lxxrii -nUciped- oJ Srf «« ;rf«r than bet cf “ 

* r 1 « TiR^yce of [IjTui. ind tlw* u also “ Mwlcetert oi^Ofcome ftHBcnb^ 

by conuctipf uUStoLn Vfto awppisd buyiltg *=ir «j<! ving 0.^m ioKntlvs at Pff- 

Etjfdliis tfad ciBWnjen w ifart biflilVJ iticli pflxJucti 

" di 

Custojner Satisfaction and Ratandon 

Siwy mflikslffli ictalbfCD cUltonwr MtlltSfitien by wniutcillly jwovtdiiij iia* qnali'^- MaitctcH 
nililt pravlde.thfl'brtt yalnc fef thD meu^ anJibaiaiMiBDDiiy -veid raiimi cwratKci 
tldU burond wbat Ha praducU cm (fcliwr Cnmiiaiitn pmtl nfit lt*l mcW WractTvc-pllMi 

Bud broader pidduct liuei wiU loaJtfl cuiwmwi eucko litiiBafL tiurcBd, companici tlitf ec^ par^ 
aoatl conDKlioiif* wi[t twatomert. md D&rdivefic pitjdocl liuM and mnprtUfffi pricea. becauac 
tlKso aw the mosi eSwti™ reinfowsmenta, ^^^hlch hriii* (bool F^pcaJ ptfiunOiO. Moat freqMflt 
Shopper mppiibs Mfi bBaed pn ihe nPtJ«i that the niow ■ usmuusef fl«* the rerViM, the Eiealcf 
thaWilds Aiiorber f«m of wLnfbrteioaBt ii rW'fl^g curtMwrt wfco wfex pther c^tamcn. 
One study dlacovered that allhOPSli r«™rd* 3iic«.icd refurjli, there WM Podi(fc«Ei« m rcfeml 
liJtetihood between anttlUr and larger icwnidl, la addidon, for eiistiiis ctlttaMTS wUh sItme W* 
Id the nuirbctef ppmdiEg ihf. lowBid. thcK inceaiWca did ipewai® referral lilwlihood- Hijw* 
ewf, 5 cvcril tnidio disspwred Uial apdjfled custonjeta ue chert fidkJe and ^oyd wbeP 1 kAof 
coropetidoii eutu.* 


ReinfoTcement Schedules 

Ptodur:! quilUy ipust be ranidsitDity high Hid tailEfy cuHOfftfirs every time they bay the pnadiKt— 
but addidaaai lewatda do not ti4vo lo be offered during every transaetitin, befinjse ^couisnai re* 
ward* often effwdvely reinforee ecwpitmera’ patrOnaea. Far e^aipple, rjflinos occBskmtlly upgrade 
B paasengM at ihe gHle: hefc, die porrttrfijy of nKeiving j rewaid is the reinfotccmentaird incetmve- 
for condnwed parfonage. 

Piycholotbu Lave idendfied three leanfOrteoMm schedulet: CoDtinuous, fi*ea i*U<^ and 
variable rado- Wirh ranttnircuis rrflJnTDrrcmenl, 0 rawarf is provided after each cranS*™™. 
tiKh as a frw after-diniiw drink Of fruii plate always jenred to tesiirar patcoaa cf a iKtagraoL 
A (iKcd ratio reinforceaKeDt adiedule prw^cs rednforceraent every nth tiiiie th* product nr service ii 
purdiasest (say, every thied tunc), for ewunpti;, a retailer may tertd a e»dit voneher to meormi bnld- 
ert every three nicmlhs. bfiMd on a pcncenUie of rhe customer's pgrtha?*? (hiring die pHor qua^ 
A vftrithlt ratio reinforcement schedule rewards ccnsumcis on u raarfooi hasia. GainhiLiig casinas 
□penteonfii basts of nriablc tatios'. People pour mociey ipto stet maclunea^wldch are pragrammed 
to piy Off Cfl t variable raltioh hopiftg for iho hig win. Vart&We ratios lend to en^Adet h^ iHcs <if 
dcaiied beluiViw and are somewhat rtJijtant to esiinction; Appvuily. fer muiy WftSiiLiiim, hope 
springs etcmil. Other einraples of variable tatlo sch«tule5 include louarien, aweepsfekes^ dow pi™*, 
and cemteats ttuC [eqvho certain conaomcr bchevEors for eligibility.. 


Shaping 

Reinfeiccnieiil performed the denred COnsPRIW behavior BctuBhy takes place is Clililed 

ihaplni, Shtping leenaw the ptobabiUty thu cetuJn desired eoiuumer behavior will axar. Fca: 
egumple, reUilen weo|nlze that tbi^ nvuu full aluact ottltHnen to their itowa bethw th^ eaa ex¬ 
pect ihme cuatDEneiB to do the hulk tf iheSr ihoppijtg then. Muy reuilen ptovide some fenm of 
pnilminuy reiaforcemcoE (ihapLuj) to 4tl001rrf,fe COOSbRWl 10 vllit their StOreo. For example, book 
retBikn offer loti letdef I— popular pfOduCU It ceverdy diiCOOntod pdees—to the fiiat hundred or 
10 cuiEooieffl (0 tarlve, Iwciuie theiE coitenieri aw Lks^ to buy mon prodncti at ftw sdote snihcf 
lhaa only the. dlieeunlad hemir 9y wlnfotting Uk bcfaavioc that ii nudad bo enable Ihe desired Oon* 
EDmeT behavior, [harlutari InenaH the pnhublUty that the disuj^ bcihttvior will Oceur, Car dcsOcre 
TKOgnize that to acD OBW-nodll Chrl, Ehcy muat ftrst cnncruri^ people to visit the sbDwtwine arid 
telt-drire the can. They bopo diM Etlfc beSE drivn wlU psmli in i ibk. Using shaping principles, mluiy 
™ deiletl enCQUrije showroom viriES by providing 4ni*Il motieiaiy or other giAl EO liume who test- 
drive the can, aivd-1 rebate check UpOr placesnant of tEl ooden They use a milltistcp shaping procc-sa to 
achlfive the desired cOnaimer teaming, 
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Massed veraua Distributed Learning 

As iilustratsd pM^dnuny. tuning baa an JnjpwtaDc inriusoM on toniuoiM Itamijs StHjlil a. Itarn- 
iHi ictoduk be spfwd out am a period at On*, which Ja n™=d [IbtrlhiiW kamL% wibunJd 
ys usf' ai « MK. wjupt it cDed EDBi»ed tb, guetU*. i, ^ import^ ™e 

IW w™sefi plfliiniii£ a wcd^ Kbedulfl, Ionise misifd advcrtiaiii^ pmdiBWf mora'initia] leam- 
int wbuMa A distrUnllwI Khed^t uautl^ imuIu iq Jemiliii iLatpcrPistf laap^r. WiiEO 
ta WMt ui HEinMlisle laapsct Ce.g.. to inltoduce b new pfodtus nr bo ciun(cr i etaupc^itoi'i bllLfi 
(impaJpi), (bqr senenJl^ \aa a nssaiai icShcdiilc to ha^tten comuniETleirai^ liowevEf, wfea Ibc 
Spai li- Wjt™ nepiai ou i KguJaf bisi,' a distribuhrf Khcdula ft prafia*]*. A diatribidKl 

wito lepeatEd cm a ieeuttf bafds imaMly miiiJto in jobk-ienn tivah 

iwiirMinA (n Jiwb I ' - . ! ■ ^ ■ -1 l ^ 


Observationa I Lear n i h g 


LeamliiC Oi^Hthta 

4 Ta undArstamd rolff trf 
o^MrvBtioriBl learning bi 
Cnrqumvr b^vbqr. 


A fDiri atArt bfllnt irildl tagiM tt [War. 

. WlUiq ]|ttIaErapflrtit? 5 aiitlsHfrn in. 

MUiUil ^ t 

miy LmITi^, ijntti t [Bill, Biln^ 'hur iJiije lin bM. 

jr‘e9d me 
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iei 


r—™!-.lioto>ass»»i' 

tM* in iJi-ertjpeciKBU, of tiita\KHh to buy iL If Iwar lirijasr 

3 ™^ 

J^^lha will wml W al J[> toi tidad, 1 Ipt of •dvuftialai Ji biPtd 

UUiI T,U BuJell-idliSVlBi TJOJdltJvB OateDOWi to P*'*l®>* 

*i* ^ a»y ™ n»«a-l. «f«** “ 

Ti-F^ -1 >* F-F"«<“"r“* '^■‘ 

lei^g fc5B ■ 


Information Processing 


Lumlng 

5 To urtdaretifirf th* 
flkcnnfit] of bnfomMlwfl 
prowosina VKliiiJlng 
PMoivfn^i, ituraTg, 
snd natrieving 
coiuumptHuvrfllatad 
pvfonnttnn. 


A iQtof lamiflE o«art ttl™n^ CQDSon-rtliidMS andpi^Jb^ SMOcdii^ 

^yAM k*™Hl. TTlia kind Of larains, «Il«l rtBoItiw l^mint c®Ui«i flf DBirtiJ ^ 

cUti rtdKf ihan hwdDcd™ irtfODPH to atinnilj. iWoic, we nui^ tfe «d 

aens at infbnradcKi pracwabfi. whicb *« d^grifliJiifrf in Rpu* 5^10, bef«c rapljiiui| eagutivc 

^S'c butnnq niind prw=iMt (iB infCFtmat™ it TfiMtves. CaasauKss piflCfiH [MDdwa i^oirtoaliMi 
by artribow. btowis, cojnpMtsoiis beiwwn bninfs, or a coiphbflMNHi of tbeie fafftoo. TV mitnlier 
BDd complciiiyof the n:l*™t ittnVua *imI avsilibl* allcniatl«s influence Ihfl totoisrty wit^JfwcT 
mfeiraiatiQQ procwJjPa, COjisunMt^ wtdi bdslier liegnidve ntriiiiiei acquire mSfc piw&ict infomutHMi 
ind CKuidH more ptodust awribi^tes and attenUtivK tJMn conaurMn wiih Jesser ability. 

The inor= txperiEiico «tonmimw t\*t wiiJi a picducE OHiOjy. the grejccr 33 his or hw ainl>V m 
□lake use #f pfoduct infonTLition. Greater famitiarity wiOi iV jiraduct MlsfOcy aho iaas^jts learn¬ 
ing doriaa xvf pifreliijc dMiaiooe for imhii within (V same Eateficry. TV comiwoents o( tnftHma- 
t\tm proMaaine irt Jioririg, retunlilfi, and relrievjng iftformatioau 


StOling Infonnatioii 

Tbc h(nr«v cDcowMy ia the oeniw of jhfcmiatiMvpraoesSiafi. lofomaiion praettilia ocEaMa in 

smd id ihM* scquenlja] “SKrrtVusea'" where infcrtnKlOft la VpC The aenmy, sbort-lMni uid (01187 

UqniiomL 

San»ry Stcr? 

TV acnsiuy fton- b chc mental 7lp*C6“ io ibc bunun mind wjsart MaitiEy inpvt Irti* W Juw ■ 
pectmd or twov If Ie ia poi ftocastd EnunBdidliGly, Ee tl Eoit. AD dUa comi: to tu thr0U8:ii our aeosea: 
but [V lenau da not cany whelo ImagM, (IV 1 ctfiKt*. Euh aetuo iwii™* a ptoco of utonnatioo 
{facb u iV luelL, uiar, ihipa, « fl»l of 1 flowefj end trenamiti h to (ho bndn in penUdv wVto 
(be pereopdou of 1 lini^e iniLint me tytidircolud and pareolved u 1 iin|k fee Only a Vief 

iDomeoL Bkiuh eouumari an eotudinll^ Vmbirddd with ftltnuli Avim eV oovironmanl. tVy su(i^ 
COtVidoiitly blOOit cm t fiUE (toaL of lofbnnulioa (bit thay da not naed vr cannot uHl Hit EDirfceliera. 
thii (Deuw that ailboujh It li'niuhttlx IMy tfi g^t inibmiaEl.iU Into iV r;omuQiaT''a leniOcy Stores it' 
k diOlciiU to mala a liding (mpiulniL FuittiEEiaara, (hia hEaln autoRiaticaJIly and aubowdtnHly 


FIGURE S.10 Intomuilon 
Tre^etihig 
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ica 



\ 


all peiccpljoafl wltb a value, tdibef pcailivc orncgHlive: ihiJ efvaQiudioii^ added to tlK iiutisil per- 
cspdun 10 ilifi fim jdawfoMd ofcofnititsa, ififidi la nmain imles* fiiffterinfortimi™ ia ptowMed- ■ 
Hiii QiplliuJia wh)' firat LmpwMtoos 1 ^ tolwt aod why h ia hazardma foro madotCer to iEtrodoCts a 
prodOct piEnistiiirely ialci ttu njariefitplico. 

Short^Tsnri Store _ ' 

ilat ^pri'tflnB |i«re ii wt^ Inlbrniadon it pr^aed and bctd'/« jwit a brief period. AnyaDs wto 

" biMmiaian |a^ in' aliOT-teiit'atioij^. If Ltfanpatioii b the JhOiWsnn stare undeiBoe* (bp 
'‘'■pi]p«H i^eirsd, wWcJi ii.the ii^l, nieni^.ie|^_c™i of ifliWTlifliiarv it a ibco (nnl^ 

■; 'the iMl-tiimv sitiire] Tfc pasceu 'ifiltiM' ft™ 2 to US KctilJll; If iHrofnaalko ia not 

' ftJiatra'cd and it. it lost in Bbtwl 30 ieajbil'« Icit llit arnfflcnl cf infcnnaddD tiiat can be 

befti b shnct'tera i(a»ie ii linsitad to almul fouif OT flii'ilciiM. 

An uiJfe»<CiD.l tipbimtol ilhiflttatiBd hCK* Uja sbort-tcnn aton: operwa^ A teawebtf waDood 
ow to j pedejbfBQ and idCedtor diriKti™E.;Whilo ftwiKdcBtiiaB wnucapanding, CWd wflatHiencar’ 
lybgn d^pV walked between the i^caicbefud IheicapoodcDl; wfaik hdddeo by the doorheiQj 

iBovwi} Ibe rMwrchei iWi.tEbed pUccs with anOlhex penoiL Onlj about the pedeStriaot noticed 
IbaAtbey irttttflMaa to snb^e slat afterward’^ 

Ltho^-Terni Stene 

The kras-term store ia (he toislltal '^i|i«e'’ wbtrt inftraiaftifflii k retained for eM*wfcd pq^ of 
(to)*, in HJistiHalto the abOrt'terta at□ra^ where udWnatba lasts oidj a fow setOiidSr Aldticnjb ft ^ 
possible to fotEet Bomcttmii withto a few miiuiW afttf the tofonnaticaj reachea long^tEnn ptE^ife, k 
le more cntnnijonfot d*1ab toog-tonn stongie 10 Iwr Jhf days, wedrs, or even ytm.A of ibree 
(encjatiions of automobile coftjamers disBovered (tm penple’s earliest mcmuiica and MperiMce* re- 
garding cars rlcOned What df brands tneant tcHhem and affected iheir brand prefemKcs Ulw in lilt"* 


[nfomiation Rehearsal and Encoding 

The amnuist of infbmHlioii urti'lable for tStUvtry fkini rhort-lcrnv storage W loqg'icnn sroiagf depends 
on ibe amounL of rehearsal Jl Tecei vcs. Failura »leheuse an input, ehber by ttpeeitog h a by relBliiig i to 
other data, can tesuft in fading and c^ertojal toss of (he inforinjdiOn.lnf'omiaiBMi tao aba be-lost because 
of ocanpetitton fof Kientioii-For csaanplci ifibeahort-tenriMOrertCtftve* a^rtat oiinilicrof toputt diiitll- 
Umwutl^ lifliti ibe fioisHy score, ills capaoty may be lokittil ip «dy two nr three jiicwE of inftnnadca- 
Tbe purpose of rcbcanal is to bold infemiMioo In shon-Hinn scotafc toog enougb lor eoOOding n 
■akr place. Eaicodbg is the process by wtiidi wa select a word « waual biage to repRseni A perceived 
obiML Marioetors help coosumera enc^ brundi by iiain£ htand symAiols. l&iIlogg^t irtM T^jny the liter 
on its Ftoebed FUkev; tbr One* dmt Company ima its JoDy Green OienL Dell OmputEr toms the < b 
hs ki£0 On iu for 4iqclc tiAmo tocDsniticii. and Appfie uses kf stytish end disdactivs bsigiHL 

PiDocflalns and remcnibcriiig a picture (afces less 1rni>e tom lurmng vcsbal idfixmatioa, 
hath types of infoimaldm are iniportintb feneang an ovanll mentii] iniAge. A print id Antb bMh an 
lllnUradafl ittd body copy il JUOre IdosLy in be cnaDded and StoiOd ibin Ad HhunAtSDC witbouit 
verbal ioftmatlan. Hljtft-lnuguy copy produacr greater lecalL tfteo !ow-tnutBAty copy, and marintEie 
retllie ihuabnOat every Ad thonld include soOMfom of inilhulnl»n. bioiieatUidy consutiKn acre 
given I nail and dien uleed to munoriiA aii. Th* atudj found that in Ad-tEKmoriSatiOti goal eohuetd 
veendon lO lbe body taxi, ptotuTH, and brand A bnnd-loAmdng gaal paodund atteatSaa to (La 
body text. hnU alio Inhibit^ atreodon. to the pictorial dcaigm. tihie may coneJadn tfiait teil-donilnaDt 
ids AcdvMo btmd kamtog arid plctorUl-docnloiM *ds sctlyAto id appretiitioa.^* 

Encoding of eonuDertoili la relit-od to Iba eontoit In wbicb Ibey in rulurad- Fw MtiSOpk, wtik - 
WBlcbtog TV, aofpa pam of t pngtAto nyiy nqfutos vfiwus » commit a laigiar pordoo of their ootoi. 
dv* resources to pnKBiilni (a.Ih wben a drunatto ovbuI tiias plm ^rsuS^ CisuaI cmvEihaiUca). 
When vkweri cammlt raufu cojjnitlva rpitoitoe* 10 die prafTAm than Ihp Ads, they eWnde and store 
Seal of ibo blfomnatlOa OOtiVeycd by i commardil. lldi Suggests Ibal oonusHrclds robbing nfa- 
llvely UtUe cognitive pirKsiilni tsAy be more effective within o^r^accol to a dnniBtle; progrrun 
fctong dian comniMciili nq,ut[|ng nucue AktoewiprOMBiog. Vkwin whcun* very involved with t 
takvlijofl Bbow respond nintA pujitlvs^y to Oaramitdiii idjieent w ihti chow And ftavt nvsn posMve 
purebise Intentions. RKont Bstpotiwe to rdatsd SpfonriAliDU Alsofhcjibquet encoding, A stwJyfmmd 
thit puhbGlty about lOinnlilng CAtopitgm hefwa tlwy were idrted ficULtAtod better retatl ofhnMb 
karuffid id lubKqucat idvutlsbg,"*^ 
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it iDfcnnilioflOT^rtoad ‘"‘T*' fciflirMia adi 

bs.viiy pfwnoted, ^lia UMgf - 1st rfiili™o^.l]on lil 

Iribm»»tion B i. ««»BX 

liftmalim dOM il« „^VKl uirl M» IMo •“»* *» 

o^aiiitu^ wiifc wiy B '"“‘^t,H,^tUML^aifuliiaBltef«fe i*eiBii»iiM> 

■ of flu: bwnd 1 bcai^- ™ rvinbolii'' (» thwcv i^igHitiiii Out ibr »UD* rf ww4s 

* tW e»M BBlIU i. BUllB. -“#*»■ 

«»« i*!'rf ™pb.s, („ -d^iin "f 


ogWdinHa V^ho EC IIifl« la.Owl«latabfc -bout a pt^«^ ^ ^tsortf nKirc fflmpfcr dumb . 

ofiofOffliadandlMlcSltJwwMiMbteCM^^ ► ™ it « ft,* 

Ililri,.ilb *6 |n«» if •«='?»*'* >«™“ WBnauB. torn^ 

, ^ *-t-™i jHieo Few esarriDle, when we fir* a prcidiict ui tht start 6f oo l v, we 

Ific .app<‘“b»t iftfannadOfI mr br^nahDve itorat, If The bra^ Is flistirta:™ 
hea^ly Bd^niSEd, or if wc K^d s mcmorsble eapMwnn: utinj it, tbc KtncvsJ will bfi qiuE^iha^ 
fijr IHS S£n:gh[-afwr brands. Sainft scientists used bnEn-ifnas3n£ IKhwlDgi-iS, normally u 
one, to cmSiI™ iulormalian retritvaL Fw cMir.pk, wIko mea Looted b( rscy sportt ^ iteif 
„rws vicm Ktivsird. In M CTpcrirteot invclving soft MiOrs, two 
Wteji MM. loyal driofccis of Cote and others of Pefui tasted t^O-tofl dmila 

Red, fecirbralos^ rrwwd t™ activatsst, Tte r«l>W*ata Wrtitesi asted whidi of I^ two ^ 

Ll»d better AfKfwani. they were tol 4 *e brand of the drinlt itey Irted bc^r La the Wli« 3 ^ tesL 
At that wine their braliB' tueitwry re^wt {where iafomtafloQ rcBteilfii brand loyalty is SlOrtd^wiS 
.rtiviled ftod ovBtrade the prefeiHiOM the partidpants indiatpd aftei tasting ihe soft Artk, tet belw* 

kjwwing wbidl iMtuid fli.^ bid lagted. Ilut b, if tte lIa^ld Th(7 sEud they lited beflw ™ 

|^bT«~^,ii»^4:h.ci^ttewciimdirtaaKlijiEwl^kbdriiik1teyiilcEdbca« 

UoeiHxled ekmeat} imjrnve eotutunHS^ id feteniian flMy when thosn dwtats m ft» 

die ndwtiiEnji Quasage. ft* wample^ an sd for a brand of saajn-ieaislarti, e*iy-tEKle«l tsarpel 
ekgtodydrteaod couple in a bewti^t dining 1 ^^ altera the ram iD*dv«tHntiy biOCSa Bk 

lhcfk>wert,MdthoiduM!fl thefteff-^ deg^nce aftteaflflBIlirltteupaatowtlinimatalbtra^ 
deol toolly ISMSpected, whcrcia Iht Jtwiiage rcinnun Mjbly lebevinir TTtt m™ cm be tlaai»d tqi wsiiy 
wiBmil If lYTiH a Bllta «1 iba Evpeir B*caiiso this id ii very drimitic, ll ll IBfliily to ba rtnWBibeiM! (ci 
Ktriiaieift whm dx coniupwr li eapoSed to any od"(he dbrtieftti of tbi id tbareifler, Howe™:, unaKpACed 
CDC* lie not the Mnu M IkoobtuejiI tkkI. Althounb KuiaunieH hOtlM *da oqntiiniDg <U« that m mooD- 
giuem with the pioducti advardicd, dny «re uolitely to Rimitnbor th&in. Inatintx. i pclirt td show- 
int i lUide woffiin ilcdrij bo ■ piece of oflko fbmUwtB vHiiild ™y Ufcely afenct iwJwt’ attuitinii* fwt 
would probibly not Incivavc tbo IDsclihood that the ad parvqiyw would be raoKintiaed tir»b«qu«ft^ 
[e&devctL Dr OnO upetfriHot, where lul^^cBi were rain^ated Into nvddi^ ebciua UDCug fair desaeda 
baaed on rnantci^ « ooi ihfl icnuil xtlnujil {the duictu dnoiulveiy, luundven dUoovond 
baaed product chdEBa wc,ra guided rarae by fndiop fe.g.i lA Urgp ^ laaty fbod), wbciul sdrauUiA^ 
buM ebdeos wacB g)iiidBd,inmB by doLibccwtivB oopildeniClaiis (e.^'UiD need to fpD.OW a saosible disQ.^' 
A greater nunibnr of compeElflvf edi in a prodJDGt oatcgory Icadi to lower Kcid] of all brands' 
advBjtlabg claLmft h«auta coiwiram UTS COllftlied by ihany CdmpQtkii ads and they find it hard 
' to ntrtivfl ioftinnatino. Undor aneb. oondjtknl, adi Oin ajcd/ala tha rotriavil of cunt for Dcunpating 
brands, far eaarnple, ooiiiiimBct may belitVe that the lorgwurinJnj tJMl aitBiHiOn-gHtiDg televiaian 
CBrapalgn featiiring the Eveready EneigiMr Bunny ts te ad Ibr Durtcsll batteries. 
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OoflnItiTcleiniliqi b tiic ayvHemitic ovnluKtiDii of infarmaljjDn and Btticnuilvq seeded Kijolw 

but jmfillcd need nr muclved piobCein, LUike bduvioin] JeainiDg, wMcb eoaiiiti at IndEim:' 
tlva feapoDBca to aciiiiub, eOgfiii^VA kwinj idvolvet delibenle mental picccnsins of iufeeaudcib. 
Cofnitive peychfllosiili foem 40 tlia edloi of and meofUil prwwKi in. psodiidj^ t denlied 

mptraaeh'ndKT Hum ibe tfi^toinne to a j^vcq KlaiuluLl. ■ ^ - - ' 

wben; a penon hni a Bail and niut laudi tui and picecaa dam 
In A dec^idoa or aolw'a p^tqIiIcjil For n lony^ |1^. cbointtiAr meueb^ bedeved^ 

Utti ^ puM^ tbnaa^^t n'Enpi^ letiH oF nicatil and ixtiandanl iu^ in Hmviog 

at 1 piirctiuA dedB:QD.'TbeK Uagefl moEai||i,frDftl.ad^BRiieii ^ dae puxcliaaA nptiAnf 
to infocniciao), lo'e^altsatTnu and ptafrat^S Jrl^v^ing ibc illeraBlina aiTailaMe' 1o pouiblj^ 
by^.Dme or moie v^ra^oi of .l^ prodn^ ud ifacA buying oc 40l buying il t^baviar eipnaaad 
li td^Qn Or rgectibn). examipla^ a 4:oDBDiHr looldne to pniKfaaia > tuper-aliip. pcant-aiid- 
altoot ^i|>iaJ Cunean {ibo JCOu]) miisL t^oDBC smouB nuny buodi mud m^tU fpioblem lolvifig^. 
Tba tabtumai v^iU £itl ]|el (£t know feaCureE of difirenent modeJE fE3Lpo«u:e lo boJonnajtkni 
reiolduf In lcnowl4d|;a^, ihen develop preletieoDeE and oraluatioDa [agHidiag ttie dUTetAnt d4reniB‘ 
(ivea. and dtaa daclda whiob nuodel (0 buy ind ^tiirli odu do{ lo puidiua Cr«j«tiQiL>. 

The ad for Oust fVer-Heattli toadifpaEtie b Rgjfra 5.11 ia based on Cq|rdliVa tumiiif, Lei'a as- 
Bume IhaL Betty baA had her leetb cleaned every tix luOndit^aa faeo^itntandad by duKjata— and 
Ibc tartar and plaque onber tecdi bia been, icmoved reRularly. Bui, as aba ciaw elder, her guru 
became senaitiTe and ocuaiOnAlly peinful. During her icgalar cleaning, Iter deadsi te||t ber 
that abe bu DccaaiDnal pn^vitiA v'hkfa j!i an inrlanimaticei of (he gunu. and adviaai bar lo 


One toothpaste 
protects all these areas 
dentists check most: 


Ordlnvy PtO'Hvalth 

EjFights CAVITIES [TTfightj CAVmtS 

'. EffIGHTS TARTAR [^FIGHTS TARTAR 
,\^WM1TEMS I^HITE^JS .‘.'i- 

\ G0 FRESHEN 5 BREATH [^FRESHENS BREATH 

u- , . . I ■ ■ ■'^ IJ 

□ FIGHTS SENSlTtVlTY HTfIGHTS 5EH5fr[VrrY'^v|| 
irOflGHTS GINGIVITIS ESViGHTS GlNGlvmS torft 
tipiGHTS TLAQUe (^FIGHTS PWQlJf 


FIGURE Oif nidve Laiinlni: Chit Pro-HaibA 
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TABIjE Sr1 ' iRyi^uvsnit-it ioos of: ■ :r-' 



AffitnvA 


lUSKIf UlJ 

Dulrv 


P«nuaLoii 


Ei^iuitu 


QGMEillC STA 0 E 3 TKI-CObtP&HZNT AIDA 
gpCOONTTiVE ATTITEipE 

LEARNIHO UDDQ. 


IHH0VAT10N iWKOVATiON 


ADOmOK 


ud' 

BnlumldiL 


DECISICfPt- 

UAKHUO 


use bKrifaputc^^iSciJly dujjiiied to- battla (liia coidilaoi]. PtEviDiul;, Bcttf regarded toolf]- 
paate as ■ “'OibaioWt^,'* CQEuidefH^ aQ-bniidi tu Ik uraUv,. wllKbcmr bmidf were^ 

od'^iilq. ^ut, fallaV^Lag ber dcatxEfs advice, tba now faui i luw pnblinn ud LDflllpd 
PiodiDg a tDO[bpu]c'''apcc]fkt]]y de^igsed to figbl fiii^irida, Sbe lb«i K«i Ok Qut ad, and, 
■ItbDugb GesI is mure cjtpuaivci'abe IIW HtbE it. £mu w 

loDjer buit wed dwitlst compdimenb bw 4a hv ezcsIlciiL 43nl faygicM. Bcdy sa^ae^ in 


CCgniEive lawtiicg; Efae fu&d apiatlenin for a aciliitijaaii read about tiio bcuefiu of Cnat 

Pi^Hcaltb ID (be id:, and f toned uaJog tlue peoduct ooDtifteQCty, wbji=h in relief ririiit 


p ain lad tbua reiDfAceed what abc bad icBmed, 

IU$eWT:bet¥ developed aevetaJ modda depicsiPK u^iuciirlai] iafomtaUku proccumg and oegpitivo 
lumlDg. wtikh are fmlund in Ibble S. I i Aitbough dw miodela ore dLSeent tenna deripiilc tbe 
acqacDCH they depict, In nxiwH^ ibey ill fonov the ifiivB-^U||E gpmric te^nu liiKd La ibe oUt^a 


IcAmoat ooliniia. 


Consumer Involvem^rtt snd Hsmisphsnc Lateraiiiatson 


iQrtjBJIy, nnuttetiiij ocbolwE bcllrved tbatoowplcx prcccasi[q i?f infonwlnit eppiied lo ail ptiroboacs, 
expediiK and obciper alilce. L^ter on, icali±ed thdi loanv pjccbaaea.eapcoitJiy loutiDC □nes, 

do DDt iovoLve cxacnsivi; infiactTiatJcin proxEsin^ and Bvaloatioo. Such puiclnser we gf miniod] pci- 
40(i»1 reievwice, u opposed to hlghLy telrvani, Braioh-pn;nli;d poitclusR. Thif undefstwiding kd lo 
(he cofKOfKiaalludiHi aod Etady of codeuckt iavolvunEiit. 

Ciuisuincr involvtiocni ia ifie dE^rce of peraonal tefavance chat (ha prodMci' or puEchisa. balds 
for (be coDiumierr EU^h-in vol vwdwiL purchases are. v«y ifiqioiliinl lo (be conaaimr (tg., Id tenor oT 
petctlvod fiat) ind thuc prnvoltfi exIeoElve pmbkm iolvipj and InfgnwiQa pnioersiiig. Uaifctihia 
mwiuiFini botb aitlrimnhiW and liaDdfuff atUJIipCiCi OU repfcaoit hlgjl'tttviilyenint pitr ch l tM' Ihe 
lutofiuhik becuoie ufib high pepzaived. Jtmnrial riak (Id tnoaC people!, wtd iha aharapoo bociusc 
of Ugh paeolved lockl rlafc<to aoma people), Lair-tarohEDMitpurdiaoia lie riX very ipntiWtfcfit, 
bold 1^ lelcvflDca, have llttk peioeiv^ l1 jk, wid provoke limited inftiniiiatMi pseeslng- 

Meuimmflnti gf Consumer Involvement 

Ttxre li greit variidDa La the euneepWallvtlOb wid. WAUuceiDcat of eoDuiioer iaunlveaiefit. 
Tlu?U|boM the touioedag roicitdi lliafatun^ ‘iovolveiKnf'" hiu beea defioed ia nvoiecwl 
inchidbii product lnvtrtvwnem, bnunJ iavolvompnt, and M^dilng InvfllvtffitDL Bacuisa thtrt k 
AO iinlvisml daOtiLtioa of jetvohwnait, iherafi do aiDgk wiy (o nieuorc it. Soma meesuies giugt 
EogBldvi futon, lueh u the imponiiiCe of 1 [wethue to 1 buyer lod ibe nst: peteedvsd with (be 
ptffChMe; Otbef meMitni fo«ii oa tha behnrfettl upeoi cf invdvtfflftM vrA Uppnke ruch fiteten 
u the uuob lot ud ovWuBltLca of pvoduot inioniiidfliL Thia iriait poplar mauuAiueiE 140 J it eatf- 
idndfllaiend lurviyi (bw atiau tho CDOUjCnH'l MjpttlOiU dr bel^viocs ntgwding 1 paiticulai pmd- 
iKl or product eitfl|ncyH ind loeuiirE iavEdvanaflt OA i OMtaOwri {ufM u 1 ddehetomy}. Far csimplt, 
1 pftla meaiuplng Lflvolveutgni wJ(h, uy, e-booka iDiihE ro^uln ratpoddenU lo eitpteaa their itti- 
oidna aa flve-paiD^ bl<polir awnontlc (LlfknnUo] acilaa on ungas banweatt paired t^ecLiv^, ^Ch 
M IfflpWiaBt^-iWifrtpcmaT, reJevtnf—ImlEVWM, eiicLtLn—uracijciiiiig, pricelcu—wocthlfiii. and 
Ea(ennljvg—bating. 


L^amliiC Objactlva 

7 Ti> urtiJeffltnd 

invokwmant wd PM* 
fivi lewnlngL and tbilr 
Impact HA ponebau deo- 
tloniind tii 4 r*«trti«n 
«nd rtcall of pnwoolional 
coRifnLinlcwioni. 
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Strategic Applicatloiia of Gonsufn^t Involvement 

Moikderfl idpin ED fuiliinuEf wtia via knPQlv^d u^lb thic pucctmu uj J view line tfniid tixf buy 
u ga£q^v4r M^y etiuLai kbvA iliowii tfaLt hfg^ [avaiyenKiil witb tJw pfodui^Lctt^^ofy, vid mi» pc?' 

■ .Mplloii ef 1 (ii^(sn hr and u iiipotfixir, Icadi to hraiul IpyaJiy.” AHinu^ tbeic iiao gcoefallisd p^te 
ol * ma^y tiiv(itvcd eitoivillldr, Htudla 1u.vb j^vfitigtatw] Che persDiial ciiAivlniilkt ^eeljdBj Eg 
iu^vejuqnt lent Ear axunple^ lecBaichen fcnuul e nCititgvJiip bctwew elluitojly uul inValy^tN^ 
appeals portraylDf HispBiijc idcntiCfu mere elective In adva-diEiij Iciuf-intmlvuiriwir itw p i f ^ ppt 
Id gh ■ I Hva].v cmeiit'pvoctijc El 

ReBurch lji[£cal£i Ihu.IS h QcotiHxiia which Uia pnnQlto^ DHngc appcoii hu an fnip^E cn 
' invulvimieDL Gbeftody dUfiCOVor^ tlul CQasuniv^ wecb hij^ly in Ebr jpofU pfosmil 

^ Chey matiihBd recaU^ed ecquourdala *lgr>rfiranr1y heOv Chaii tltoie wlv vuae lesi iovTiJved wito ibi pt^ 
grauL^ AoQthcf atik^ r^uidl iboi uKvotvcmml mEtL vfakg gflma affected biud laccDGiy. 

■ men: iiutially unjiniillK wilt Itfl.fiama, but bscanie bifiWy bivnlved wi<h it wirilc leaniiBg E«i« to p^, 
' recalled ouny of ihe bcnint Eistsdiled in dve ^aipa. WIkij tlicy beuEne e^fKiiectced playen^ they he- 
Y canK kss lDVi;dve4J wicta tfae goiBe and legntled kwer df cfae bAnik t fcaCurecL" Many marj^eun ODW 

±DW —*ninia1«l, yi^tdsl-^;dity^ prflpic^Hice.fifiUTei—in wcbsiticB. Avatara have been 

aad tbidaEt Iwve fisaind Hut iho is bccouse tb^ tifta. eivgitiee eennunefs io leamiDg abcniL and bcojin^ 
iog le^iQlved WilhpiDdiKts and ScnicciL One study diKovered "^ii^attrsclive avatarasles agentl'^eic 
eCTeedve in seOiag to coniucDcn with iiiDdHatc pcodtict invtilvEciient, tvheirai amzrj 

DWB effective utes agent fbr pandnets mitli Ugb intolvement leviela.^ Jd addilkrn to tmtajdag pnxi- 
od ufld hfiuid lirtolveinent, mailiclEmiiiisC^lso expand cu^tonicT invoLvciiieaiE wjlt tbdf Cbcy can 

me leq jory appeaU. udueubI stiniiulA (;clcbnty nudoncia, and eccKS nE kitovalive kede^ites <vnJ»r». lo 
ineie&jE Che petscasivcncu cf Oieir pracDDtiDQG. 

" Hjthly bivctvcd CDnsniiiEra eogsge in looLg-tcna reladciDsMpt wfEli prodiwt^ and btanefa, asd 
inneuisj [jiveiLvcnieat Idvla cnhaiices (bese bonds. Hu hoet stnt^ fcr uicmang du peisonaJ rel¬ 
evance orprodtfcts to ranstonm is tbe ebox as tbe core of mndem nwyeiingr ttoVbdLDg benefits that 
UB tiii[>OctitiP to DHtonKis, difieientisdqg the ofietiog fioca it± cnrnpetitlj^^ iti^ruving the prcduci 
and eddifif relevanH benefits (especially as eotnpctibcHi irttcnsifEeiJ. 


Hemispheric Lateraligation 

Hepilipliairic Tnt(r4li£ft(i0n (Splil-bmEn Hittoty) tlecne fi'am mEdicipd research doae In du |Q6(h^ 
ill penuiD it tJiv the biima.n. biiinli divided min tiwo efidinct cerebral bciQlspherej th3.i:«pei4K ID- 
jethat, but ''ipeeialile" in ptoceanng diffeiEiit typts dF CO|nitionE. The lafi; heinitphejft it die Mqier 
of huraaft Jvi|iujc; it Lr the linear aids of Ihe Irdn andprimariEy cesponaibl* fija- r=»lriig, speahn®, 
and reawntni. The rietil heniLEptiett of iha brain is ihc home of spatial peruption and nOnvertnl 
onneeptt; it it nontinsar ajwl the source of and plcasuic. Put aaoilter way, the left side 

of die brain i* rational, activCi. and realistLc; iht rishi side is cimolioiial, jnctepiierit, impnlstte^ ud 
intuEttve. Stone iisiiodiaLcoiopuEerf eHHiltie many of Ihe sequential Fuotoiciqs Dfllie left Side of the 
bnlQ Jud thu 'iveclMaiild employ the ifoa^inati're, ngbibtain lo a greoder di-^n. mefciiig'hvnnets 
dacaiignt.^ R®u«.5.12ahawj in Afn=ricw Atrltnes cd ILtcriLy dcpintlng ifae spltt’brtia'lbeoty. 

Fafifiivc Lti^ming 

A pinnEer counnneT reiBiicIm tppljed Jtcmisplicrk LaCEniIlzBlti«i to waichm® TV. Me theoiiaed 
that whEn coneiFineri watoh advaniti^ 00 TV, they ■^aislvcly’" pfooces rijJH pittwiil ioTtif- 
madnfi “ Ttx KiexTctier comidcred TV a primiflly pLt:IKi™3 niEdiiint, and TV vitvdns is a lifibl- 
brain Eotlvity, conilttinj of posaiva and hoUsUe prooMllni of Lniit« viewisd pq tiu screen. He ^ 
OttintfllKd that TV in Icwtovolveuncnt roedljuin. Tie OJCe of cognitive leomipj it ChDl cjdoshimk 
deUbence IboiiC pireJiajei. Jcelt and eValuata igrpllcihle ItltonniitioB, fanii MEitikdcj tovrard the put- 
chaie iltenutivH avoUjible., and then mfllw putebaM dedlions. A«aKliii£ id ibtjte models, bcbawlot 
faUow ihg cojnlli™ ptcceMlng of irfunnatiofL In cbntTSSt. ndvOortes of patsjvt leamlnii miil‘ 
chat repealed exposure Cd TV commetcLaJif which it low-iirvolvomam InfonnotiaB prtjcqiHii®, 
todiKW purehsMi f riar Co canautiUH' Enfonnnlinn pmeessing tnd Ibt^QtmiCLtoi nf oJlitudes. 

Aa oppoBEd to TV, prinlrf, verial ead itatic UtformEtinii tn newspipers ii pweessed' by 
bnlti 1 left lido. Tlierefere, print media bib coruidEted, high EnvtiEwiiiiesiL Aueanllii^y, ihc piDccte- 
iqg of princed idvEnlilng lakes pdKC in dio left htaJn, end atoiig Iho cognilive Itofoing Bcqiunwes 
(hatoced In Table 5.1, [n comjeJi, advcnlsittg Out con Jista mDstly of Tnovinj imagei ard pictorial Jn- 
ftTPWtlon I* prweasMl hoNwltlUy by Ihn rlihl side of ^ viowaf’t biiti, *lth miniiqqm iuvolvEtocal. 
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Tht Fisiht bnit\'t pn«5wa jMwscEami gf iuftmoaticm ii ctoiliEfat with diwinJ CQudatHiiipg. 
TiBTrtijjU mpetitign, 1*1* ptudurt it puc«l wi'ii * “ dij^ipolvt pict^) ta pio- 

diKE itic jwicbaM of tiiE «tvrtt4S*d hcaod. AtcgdLn^ly, durinj paativi txjiffiiiK Is k^w- 

inwilirtaBiit jnedii. csfjcigiiioya repaifiofl of advertiiemsnai Js thclccj f«Cw in produ^ ftactax 
belMvior. Tb)* ILne &f Ituiijrvg aisfl liiee.ac£ U «1 leltrlfiEoii eaoiincra*li am moit effetdw wben tJiej 
MTB *f flbwi (.15 M 20 aJid repcaiei fHqiterUty. Rijhtdsnin infwmaiiM pmocsHag uni^ 

KDTEi Ihf impSrtific* frf fct Tisoal eompooEnla of hdvertisiDg. StiOsB wsiiaJs in TV 
Aud LuLcitb dEsplH}^* [AwriH (imlliaritj wiih iha briDd uid tndiiM jwrchiw behiMaw. Piclgnri (1*=? 
are more effeoi^^t di senecBcing recdH and funillailiy wSfli ths pnriiKt, wburaa ’•abiil dW (whicli 
Uiiier left-limp procEHin|) geocjilc csgpidvB Klivils ihit encmifaBta ooowmPrt to evduite Ok 
idvinttgEa Hid du^dvAnugea of thE produd. 


Outcomes and Measures of Consumer Learning 

.... 


LoariVln^ ObJflctIvB 

8 to uiudH^ndl havato 
macnp* thn nA3Ul(!tof 
osnsurnar leA^jliOg. 


Fot M** v*i*"i e}» |Ddi of UDKimV UB Ijimuiid nuriret ilUn uid tnUpd'loyiJ eobuicnfin. 

'IlijuegDdiiRip[H:de[ivdADt:BtiJi[l-ljo(yilouat{HDertire(hsCOrepfl ptbh Aq^KfcwLngmEtEtfbBrc, 
Aivt btfUKli with lirgo- mirlut ihint hive itixpi^porikaitAily hfgA uumbBra of loyH] buyen. Mfliiiclcix'’ 
pnxiKiliciif art 'dflljQEtf le tuch cafiforrEn fbf wIkhe thE bnmdE prcniabed peuvide die be^ solutniiA 
for iaeIaC^dj iinCUIed luedi.Thuat imukalen must msasure to wtiBl «t«it catHUTnere ha^e lEuned ibA 
inforniiilwfl cOnttinAd bl prOfflOdOAAl rniEXmfEi.TtH mOXt pCptllu rieimrei of eonXoniAr leAitiiiii ata 
cACPginSdpii lod ncBlI of inusigei Bed udhidinA] ipd InliiviorAl AvAluaiioni bcAnd 
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Rficoianidon and BflCsU Measures , 

■ ' . ddunniiis wljclbw cMUUQMtS fcmefBtcr *““6 

TlK jmjpott. of rt«( U iDd oan is JlcOOputtoDi toCi ^ baMd 

iflidiil££lhK«lKillo1^lj^‘^ T:n '■ yj pjip^l iion tat, ihc wnanmgf m iliP™ 

DU aEdHi rtfalS. wbertaJ »;*U WO “6 <*" , Slifld CBit wmeJiitier poipIB. Ld 

.. Vbb^c ifiiue md atJad wLcdiar th^ lia^ i«d Jt 

r fum)', jE^poO ct ffc ■i,niim''Meh id ibaL bod ftppcflTtd in. that Jwne—itin trtud 

■ pan, (pncDiJill-^i^tea ^ penwiBwe of Bddm wlio 

b’«"“‘d^°^c»=t itia ri wiifUba b«a.d «lwli«il, ad -.ad m«r 

liodiBSS ^ ™v !!« »* InfbUDaDOD WlKD «lv«tl«E.g St™h 

□rodiMSi,® 


Brand Loyalty 

Brand loyally is a raasurc of ^ often ODasumSfi buy i Siven bund; whether « M th*y 
Lnd* Jd, /(hey do. how QflHj and (be Btient of tbeir MEiiniitmeot (o b^ymg iht bnlfui replaily 
lb marteten, a hish degree (jf brand l<5ya]^ is the mo-Sl derirad outoome of CDDSurWf Icam^fi and 
an indication that (trey hnvo effectively «,nsurt.eri a gr^O behavior fi.t. ba^ng ihc 

Wi brands cmsistenllyX MaifceCeri agree ihet brand loyally has two tOtfipooctil^Eia^ort a^ 
anitiides^pd that both mirn t« meHaored. AititticihiaJ mcasurw ronsortwr? nvenh freh^ 
abWtdwfhrajid, inrlndhii dusir future pucebase iOKnliwis. BetiavioiaJ uwMiirei fo^ 06 
factual behaviofi, sudl as (he ^uaniity puicbaicdppur^hiM fiequeDCy, nndrepweed btiymg. 

[jjsls the bc> dsaiacicristpcs of brand-loyal eonsUdJejB. ^ l ■- v 

Ecbavdoeal leaning adfiDtiata who ft™ lie ±eory of insmincntaJ condin^ 
himd loyalty results from an iuiiial product etal Usai wal reinlbreffl] thrW^^^ sitisfiKSiM. w^t kd 
» tEpeat and KoUnuoiiS paCMiugt la Wdraal, iweancicn of eogrub™ JrannlJg U'»t 

Eumtea engage in e^tenavE problfitn salvia*, infotmition seaieh. and evaluabrsi of a^tEfnibves thal 
evEnwalJy lead to j smrng brand prefHciiDe bjlJ MSoing purchaic bchaviof. NavertlBleSS, eoasu^ 
bcfiavinr resMtchcfs agree Oiat if a Hmsunier finds nmy bcindi ia a particitlar catt^ tfl be 
eapttbkp-" he or ihe ia ualifcsly 10 ba brand loyaL Tberefore, imrlodfirs must differeutiale thur 
IfCd fjum conipetiliun »(hat they Stand out amt wnsitnicca bittflne relucUnt to vktr tHhcf brands aa 
"KCeptablt" 



I "hK^ tend to i&ltwliihnrids’ih* they totwiadtnut and *liai(J»l!eft-]tw™i^^ 

2. Tb^ bet^vfl ihu luyiag uddi the bfaidi rhey lake stinpliSei ihe^ ISvea. 

3. Tluy lat fidend* try O^et ptodiiea and switch only if a pcoduct |i Kiil^^tEtasuling. 

4. They evoid buyiuj uoiEdiiiii diBereat just tot the vlu aTieijii difiiTeDL 

5. They view tiked isands H'’'fii=ndlT“ wJik whetn diey want to miinitik] reinionSldps, 
fi. Tliiy belicvB that ihcyiftwBraiiSMy by r«bu>ii^ MW brands 

T. licy view tbanidvesu “fannd^ayililioppEn." 
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TIk dc^Ka of brand loiyaJi^ EkpcDdi -cu tlirao £acuB£ the E^ufiriDQKT'i ri:^ aviendDfi or vaoicty 
suldo^L '(3:) Ok 'bn>A<l''f n^ruion toJ pvidlibkLiry rrf fidutitutic hfEndat raid (3} aodAl ^rtiup iiilllu' - 
eopsi ind pwrt' taMODoaBdErkmi. Tbtta aia rJurca typw of huxf loyallyj 

1. CavolDDd brwnd lojji3l;f iDcbidn DO ODDflidliHUpiiixfaaiKof Rfjveqtiravl, m (]>iEe ofrtKHig 
. tachraant to (L 

1. liHctlA bread lojoUj li pur^bubif d» briiiid li«ajuae oftiabll iciil cmvninKO,. but'(rilboul 
attsduMfl^ 

\ Frendicn bnod IdjiICj EDCuiUcb iltDdir&eflE totbahMiif «ad lepcctpiuyfaw.^ -- 

V ^ ' Lw tflWlvuuaii wirh i gLvaa product f^e^ny renilu in bsMlua] buying ndOwut nuciu^ 

iCtBcbnicDE Id'Iht brud lusrldi Oodjamen mhinr er na difitcmKct uoofig 

bmidfl utd biii]M bniHt rejMtodiy only bKuifa of Cmilkiity tnd aqvmoKe. ticmiiua Ir^ry 
Jntly hprid-inyal lyniCTunKn. Hiiw *rft nr miniiMwij >0 Qk brnn/l. tTiH<r4n« 

bttndt. i4d. lilttlyio go mit of tbair to 1^ the aaiK biand l(a.|„ if« arTpcrmarfcet oiri of tlKif 

bnoil, tboy wouJid Co Ba[>ttia Eioro). ■ . " . 

\ 

' t . 

Biand Equity 

F^gb bfOnJ ioyaJv greatly iDaaui» i brand'r nioiKCuy vihja. Tbo owhi farund cqnUj tbc 

iiUiinak vilueofo brand Dame. Thii vaJuo aCeou Iboei tbe founitttinnjjJhraftil lr^tj-TTi^ .wMH 4T 
cr*! pccpeptloD of ibe bread's supnicdly, (be social esteerE dui lulo^ il |«o>vi(lci, ud ib ovtomcr'a 
trast aod idcati&caitHHL'wJdi tba breod, 

Breodi rhoL an beivOy jmouiiiCitKf for extesdod pcricdi aftalo. ample: chuk lecognLkn i^nd nDGmm 
hq^aliy. whkb maaib it hisb txwd offuity. Because of die cacaJadogi tota of itnlqpiitg oe* pwbiai 
and ifieir bigb failine rates, naany companiEi cap&OlitB un tlBir briotb' eqoliy iq i)k ibniB of family 
branding aisd pttdLict tipe eotensienf radKr ihu Eaimddng am tnnib. Onnd equJcy the k- 

ceptani:^ of nw pcaducla, aHocaiion of prtfmnf tpoc^ by distiibutofs, and dbarpng pnaniiuB pvoi. 
Brand ui^ty k oteti inipcriiipL for low-inwlvomnu. purdm^, ju^b 9 £ inexpetubve oanunH goods 
(hai Ire bought raadndy aod wiih LttlE pnKRHog dJ oognitL'rt infcmiaiErti, In fucb clmautaiiiEs, (he 
mocr Iftoioeunr ttracqgy if coodniraos advcnl^liig deai^Ed iq preveoE urinoEko] iqd fncgcbuig. 

Brand names am (he juciii valnahlt uteb of majlat™ of ermiumer goorJa and aervwxs. AiDong; 
the besi-itoown brtndj are Apple, Ccim-CoIb, Campbelr*. DtSDcy, Gonglc. Ff^lmait. and Sony. 
These names are jfobii. "coltHtil icnnt" and enjoy pouierfut adveoiagef over rbe ruMapeEkicn^ Ac* 
oonditig in HudlAJ, suEiie ihe higliwi c<iuity braaida a«: Amons aiiiiiics—Atafea/Hotnai, Hawaiian^ 
Delta, tad UnEted: among luxsiiy tais^McTwdH-BcDi. BMW, te!tus^ Aetna, Infiolti, fEjncbCv lod 
Audi; acKiiig aportt epp?rcl—UDderArmeuf, Nita* and ColuDibia; bthI anfemg houseboM clcauaa— 
Lyjbl AE] PbepoM, Ooroi. andMf-Cfeau Midd-PurpoK* 


Summary 


*>iuiibig Objeetfn 1: To iiitidentaiid the elem^QB of leamlog iq 
(be CDOtiHi of MtimiErtij bebfviw. 


Learning it the pmcni by ^kleJi tedlvidtiili la^Dita Hie: pmcbaie 
Bud cotaurapti*] tnowlrdga lud experfeiiea Utey sfply (o fijiurA. 
nditod behavior, ConaamEr lEunlrig la i pnxoii (bi( evolvsi and 
ch^Ef as oonnEncEi acquiie kiwwkdgt tom eipardejiM, ohl(^ 
vaiioa, and io[er«tlant vntfi odiaa and loqolred JcnnwlEdfle 
Kfwti ftjfure bcbavlof. It raDgci tota dioph and often teflHlvfl 
re^noef lo tnaAfiiing jtiiBiili (iikIi na judkai^ng, jKodllcC cob 
CHp eqj ptotnrjtioMl IDAHbbei:), to [eimljlg ■blCrac[ OHicopU 
and raaking deciiioDi aboui purcbaiing compJax end estponjivfl 
prahicta. TIie Ebiuaii of ktunbig ara motlviit cihi, rc 

apooseataiid reuiforcaouqiL 


l^BTTiJng OtjEiuln li Tn umtaitand behavioral himing, etaist* 
caJ eofiEtjcionj'ng, and rbe lofei of Klnuliv Eenerall^idoa md dii- 
crintinKion in develcfijng and braodibg now pradiicij. 


B J)o/ioniL Eeamiag falso nfamd te lo stiiiwbwe^xnsa 
munrikiB (hat oburoahle ntpDnKi to aEtand si^ojij ^ 

leunlng Jua taken Behavraral kamiog fbciisu on the ii^Hus 
andoBlE&nieaofleafnijn; that It, em the i d mi J I r*^?rt * 

ftorn. the envlracimofti lod -ihB behaviors diai r^nji. There are thru 
fomu of bcfanviarit lEBodrii^ classical omxlltidnaig, instrumoiibi] (gr 
Dfiaiot} CDoditioiuiig, uid olbsiervtEkqiJt] fETiODdbliii^ 

QiaiJcal condiflooing falao km™ is Pavltwiia cooditiciiinti ii 
kamlng wfam retwrlan eaoam. the ocndldoMai jtinu.^lns m tfe 
oromtiiM if the uiictmEildoited atknolua, TTw srnitfgic ^iplicaiioiK 
of elaaal^l condJdnnini to iOonrngr h^avigT m ^oeiMivo kini- 
ttng, Kpeijhito, EtimnUii genaralisarlori. Bud. aELTw^hn 

Liarulni Qlt|idJvt lb imd&rttoBd InatnuiKiiiil ErandliicirBng 
and (hs objacajvoa and raathodi uf lalflUareenimit 

tiitramflnulJeamingaiearitta believe ihallavrargoccwH ihcoujh 
l^t^i^am^a^TElf poxesi lai vrliichpcaitlveogJcomes ^.t, rewards) 
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tTO' PARTijl « THICOJHSUMEIIU AN INOIVIDUIAL 


In fcpfiu bduvior. BoHh poaltfve ntd oefBtJva ninJiif«E»i>l 
cin bq ukJ 10 Ibo dulnd bata&vloe. RfEnJbi'QAnuiixt 

»d)AfkiJ«t EJ|i]i ba total [conilMieiiO or pultd n^lo c? no- 
dod^i Tb« dmou r^cUtoiu loflauioBi bow Icwb llio tuxusd r. 

loiiAifiiJ Ifl JvtaliHd. Mui^ icftcftadou piodeco loUId lum- 

IOb tbu diMnbuul roptaitlMi; howqw^ lufolog uiuill^ pcitilt* 
loq^'wltb'diBtribiitMl qxHid nuO n^oAMoemAtit w^iiidulal. 

i^oralMljQbfp^W.j^t .tfijt_iolD ^ ^wvicUi^^ ^ 

kwD^lOQDOaU^vMwvkT. ' -i ^r ' -. 




u^vidiuib l^aiB hefaifrtH 'l^ 'obHqrldnl'o^ben 
■ud tba j:n n |i ^n.yvii: nf Adwtuco jeeQgpi» daf; 

DopOrtucfl of obumlldaDAl Eeiiiil^ b tolwln 
wbcdm cddbnt^ V mJcbbwqt.' Muy idi loaltun likodiK. mbd- 
'dl KhieviDf poiitin outmiDca to gohuh^i] pnbkm niw4?i* 
tbKHgh tbc IW of Ow ■d^vo^ted piolilCL 

Lcfjridai Ol^leedi* ft To UDduEtand tte EhmcmE of iafop 
sudoa powKiiit botodbi nwvhig, Etonoi, ud TtfrkviDe 
figgfuPiptkiM^tMi b&rQiulaQ. 


CogntUvo leuniDi ii llm lyittBrnlk: ev^itadoD of inftnoaiiw ud 
^ttnutlvM luednd 10 nwc^ ■ luofiii^ uuQUed need « 

A plOblciiL TMUca fadtaviotaJ Icsnuii^ i^liidi fcKivej □(■ 

ioitlnedvo lo ililDoli, cospidve leamiiig cooabti of de- 

Ubentf montal ptoccniof of l^oroulioia. bxosid of /omjdiig on 
TtfMddJon Cq: dbd'aHvdJMkm of ■ icw«d ^ih a ipcoEfie icapoou, 
cOpddvD dHOftita «qBluiIu du lolo of lootivjitjaa ud montd 
prooAUU b ptododof a du^ mpoDJC. £mia3 ii«(^ of OoV’ 
nlELvo lunilDf in dbciHud tlmn|;liOtitllul boot 

LcanidOi Objfcljvo7: lb undentand oouiittii^'involivDKiri ud 
'puUvo iHndngk tod diiir bopaof on pracbaac dedakut i^^du 
rtHOtjiHi ft4dfeoiilofrroiiicKloiiaIoamffltiaicai»iHr. ^ 

+ ^ J 

T3ta c»mu'iD« [i|volv£niab.fl»del piicpcKal^ b 

limited iofotiiiwdof] piooeulog b il&ulbni of Itnr « 

felemnoA Ho'diani, ud ia 4(Cai^ ufocmalkA ptooEniiii hi nto- 
*rinnt (if high lElevaoce. Heoiiifluric Utanliz^m 
llieoty gave rite .to tbe notioD tliat telovbioa ft a Uw-^nvoiveimt 
ipedoori dut tuulu bi pueivo leaniiini. and pfCol .^alpeq^c^ 
live [media eoanimge more cognitive Enfstrsatioi pcoccubg. 


Hk Imi™ Dund proceua. bo inibnaaEijoai U vociviu. Coudeo- 
enpjocevt peolkii infianHaioa by adribokt, brands^ onnpvuofi^ 
b tc w mj i bcuda. or a comhlnatioa of tbesc faeton. The ajooiber 
ud 'cnq4oiiiy of Ibo lolonoE iCtribiPtes ud availaMc tftoma- 
Etvei lofbuce ibe iouuli^ or of k/orOtadtai pcOcAiing. 
Coannien viih bghcr cofoitiio tbaLdca aic^q^iiiie more pcoduci 
bifartiiMim. uid rfBidrtrr more peodurt Bitributot ind alToni^ 
(hvi bM codautnoTf ividi Jeiur abihey. The denaeou of ouioo^ 
ant die icMucy lEio diOTHcno Etoir fw ^nrkiog memoty), 
ud die liHg-{]cnii noco, Ttie pi^=?tto5 of mecnocy 5FKlu4e 
idieatui, cftctniiiij, ttongc, and retrieval. 

Objective it To omfcjrtaiid togniti^ leamiiiE v a 
frameaiMtli foooauumo'dacijkiD'Qiilii^ 


l^nJrig Olt}«tivc b To uodentaiiid bow toouaflire be renilta 
of eonoJioer leantlit^ 

Meaaorer of oodiauioer laaming iqoluds ne^ ud locorgnidoa 
(oab^ and sttitodifial aod bcliavioni jneasom of laaial ky^liyn 
Btand loyalty eontete of both mitudei and Ktsal bebavioa to¬ 
ward a hfand, and both nnui: be oaea$uiBd. invlcettn; the 
inijor ECiiaodE for uaderFtmding bow roonuun leam arc 10 leuh 
contumert fliii [b? niBt^eief5' leiml ia besl ud to dcvftop btaod 
loyalty. Btaitd equity ceiiretbiu the ■□ouiiic va[i^ ef a braiid 
name. Thia value atciot from the foondaiiana of benuri loyalty: The 
nmaumfif'j pecce^oo of ihe jiiperiorityi lihe soaal esteem 

(bat usiiig il provides, and itie eiutomer^i trust and iOdddlculou 
wiflt the brand. 


Review and Discussion Questions 

f.1. How on be priori]^ ^ fa) olucloil oondiljonliig and 
inilruoieipiaJ ciHiditlociiiig. he ippbod to the devdopmeb 
ofnutftedBf itnufiot? 

5J, £tacribc !□ leant'iof termi the conditicM bnder nvtikb 
f^y brtodiiig li a pnd polky tmd Oiok uodcr which It 
ilD«n 

SJ- NeudogoftA a oompuy known for Eu 'IdetnibolDglit leo* 
MnmeiHlBd’'' akin can ptodtIMI, iolfOdoCcd i Una of ifaavJni 
ptodwtf idr lUD. cu the ooiripuy oh idmutui gen- 
cfilhidoD (0 tnirlfiet tba» productiT b InrUuit^nlld COii^- 
ilodoi applieablfl to dda marludni lEhiatltn? if 10 , bowT 

S-*. WhkbfoniLDf bimdqp—claifloeleoDdliliEiitni, LnitnimoD' 
lal ocodidoaliig, obfHviltoiia] kaniiag, or E0|nltlvi lairn- 
lDg~^:cft eapliJEU tbfl fbUowlng eofiiumpUaiL behavlMti 
{n) boying t m-paek of Garctade, (b> prafbdni b pucebaK 
jeuii at 1 Qieiel ^tcre, (e) u e-r«d« foe cht ArU 

time, (d> buyiog a new oar, and iwl^rtilni bom ono cell 

pbOde teriiioB to enocbBcTEajrialn your chdcel- 


Pe^oe ibe foEkwlog iDtmciry stmaum: £oasuy bdck^ 
shert^tesm aton {wntdni nmnoerJi tuKl loo^-knn store, 
Piaeiua how uch of Iheae unafita eta be ua^ in the de^ 
voEopnKot of u id Wt^at Wingy. 

iSj6L How doea infontiMiOn ovsrioad iSbeE Ibe eomuBKi'a abil¬ 
ity to etMDpnbend tnid ud sben Hlo hberber inein^y^ 

3,1,. .Qlladl the botweea hrw tod lu|U^ofvolwiiKDt 

iiikUl How wooht you a(Pfi[y tba koowladjp qf heoihgidMrio 
ItlinllnlJoa to the dealgn of TV eOmmeroitla ud pried 
•dwltematitsT t 

3Jl, Why anhotb iRitutllBhluidlHhiviotaldieiisuraa in^iortAot 
la reaiaurfivt )Miid ln]taUy7 

' 5,5, W)iM It the iditUiadilp butween brthd kryiJjty aad bnod 
«|ulty? Wtud rob do bo<^ oonoepta play in the deitalopnKdt 
nf nwleatLiB lEnteiiia? ,r 

How cm mirintari use hm&ors of neognltion lod teoill 
to study the Kteot oFcouumAf laacmnj.? 
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CHAPTER 5 - CCrfJSiJMEfl LEAflHING 15l 


HandS“On Assigrrmerrts 


Sli. bospne'itiaL ym nae Oh iostriKlaf nf 41ua comte tod ibai ^OU 
AcB ttykil ^ iKTUK fQsiIsie pgrticipidcii s cJm diicliJSjME. 
How would you ueenbdSoreaicBDt la utilovc yaof 

&L2. Viait ^ JupcnuuiEt. you Jdaotify 

-wten yga {bisk Ibe EaBThlBr'a lanWled^ of iCmnlui 


^ BDEieralixiiticm oi fCifflUlut diaccimmatLoii wa± iucacpgratpd 

' Isb packa^ tfedta? f^oie Ibeu examplu and 

'' ik^inclasi. 

IW4 Udc^ t3i£]edia2 dw left aidt'-cf tbe Ijobui and 
inodiBr ciij$liB[g ibo lijtiL li^. E^idada yov cbokxa.. ^ 


key terrtis ' 

...... 

* wtvHlimsf wiuF-aut 153 
' AIDA 16J 

* aided locaJE 

- bcWlara] IsaioJsg 

Ictmiiigl 152 ' 

< bud equity I69 
‘ bcud loyalty JtfS 

« .fti inwHiig 16$ 

* olusk^ ecsdLdoaliif ^5^ 

* cofSitiK aasDckUve le*iiiii|. 15 $ 

- teamoig 161 

- ooufliiiaibj leapcose Ji2 

* HHHflEtotted jciiiiotira 152 

* ■njofuinu'itivo] vbDEni 

* cansDirKrlcamiog JJ<1 

* coniittuoos reinfwcemtni 159 

' ctjvrtmii blind Igyilty iS? 

' ClU iX 

- {liatiibiiicd leaminE 160 
' C(KKX3iR£ 162 

' exiiiHSiofl. J JS 

* ftrailylhwJiEg JJJ 




I n£Ba nbdbvDeaeqt 15P 


bEimapb«ic ifllfiaNTyti ftn -(aiHilSNhniQi] 

tiveo^JS^ 

liigta-ii^IvcnHJiitpaiichadaj 165 
ioeniR braiiii InyaJty idP 
infgiuutiDa ovExloid 163 
itiw^CHn idgpdoD 165 
btiovuim detiEkni makiDg 165 

jsicriiniEobitwndiliDitiDg (opuanl 
ocaHlJdHiJci2]i 157 

Icinung 1-4S 

liiceDaiiig JJd 

tftli^E'lemi stole 161 

low-iuvdlwsmtntpTjiclMEti 165 

itiajscd Icamitif (4$ 

iDodvitim 159 

negative [cistofoenudL 

HsbsenrtiidiH] Iwnsng fmoddlryj) 160 

jxasidve leaminf 166 

poaEdve nlaforo enml 15B 

ptemiutn bniiid loyalty 169 


. peodu^rofu] dtHulona 1S5 ' 
{KiodiLOt Hue octoDiHdiif iS4 
lECflllt^ 163 " , ^ 

TcCo*nitJjOfl[enJjSi ^ 
icEKarisI 161 
msforcHEim 1$1 
Rpedtijen J53 
lexfonst 150 
cetrieval 163 

fosuCii: dlffeniuiaj ic^ 165 
aeolory itoic 161 
tltaping 159 

Ehon-icns dote {wortuig 
tnuDoty) 162 

Stareh Keiilcrshdp Ad Soidy 16S 
sUiDulua ductmuEuciof] 156 
Sdmuluis gEDEtailizitidn 154 
ditae-tiit liiwcy 153 
Iti-CMiiptficiit ittitsde modd 165 
oulided KCill i63 
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variable mtio leEnfoiotiDciat 
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